
 

 

 

CRM and Marketing Business Analyst – London Bridge 

 

Department – Technology 

 

Reporting to the Head of Delivery 

 

THE BRAND 

MATCHESFASHION.COM is the global luxury-shopping destination for men and women, bringing 

together a modern edit of over 400 established and emerging designers. Experience 

MATCHESFASHION.COM online, in its London stores and at No.23, our private-shopping 

townhouse. With over 25 years in luxury fashion, we deliver to over 190 countries and offer 24/7 

advice through MyStylist, our dedicated fashion-concierge team. 

THE ROLE 

 

CRM and Marketing Business Analyst 

The CRM & Marketing Business Analyst role will lead analysis & design activities for IT solutions in 

marketing, direct/personal sales, and customer service. 

All of these are key areas for Matches fast-growing business, in an industry sector that has the best of 

both worlds - it has neither the dry, process-orientated, anonymous essence of much of B2B, or the 

low-margin, volume-oriented nature of CRM in much of B2C. It is an industry sector where great and 

personalised customer service is a real and practical imperative, but with products that are fast-

moving and invoke passion in the customers and the staff. A perfect setting for a skilled BA to make a 
real impact with CRM and marketing solutions. 

Formally the role includes: to elicit, analyse, specify, and validate the business needs of project 

stakeholders. Including interviewing stakeholders, document and workflow analysis, requirements 

workshops, surveys, site visits, software selection, business process definition and use case 

production. They will act as the conduit between the business users and the development teams, 

ensuring that project deliverables are met according to the agreed and documented business 
requirement, and supporting the change around the deployment of new business processes. 

This will include hands-on configuring applications (including SaaS solutions such as 

Salesforce.com) to provide for the requirements where that is most appropriate, and managing the 

requirements into in-house and external development operations where that is required for the 
solution, all the while ensuring that quality and service levels are high. 

 

Main Duties & Responsibilities 
 
 Collaborate with project/programme managers and project sponsors to understand/determine 

project scope and vision. 

 Clearly identify project stakeholders and establish user classes, as well as their characteristics. 

 Conduct interviews to gather user requirements via workshops, questionnaires, surveys, site visits, 

workflow storyboards, use cases, scenarios, and other methods. 

 Research, review, and analyse the effectiveness and efficiency of existing requirements gathering 

processes and develop strategies for enhancing or further leveraging these processes. 

 Development and configuration of SFDC 

 Input to production of test cases to ensure features and functions have been delivered to 

requirement. 



 

 Analyse and verify requirements for completeness, consistency, comprehensibility, feasibility, 

and conformity to the overall business model. 

 Drive and challenge business units on their assumptions around how they will successfully 

execute their plans. Distinguish user requests from the underlying true needs. 

 Translate conceptual user requirements into functional requirements in a clear manner that is 

comprehensible to developers/project team. 

 Develop and conduct reviews of the business requirements with the customer community to 

ensure that requirement specifications are correctly interpreted. 

 Assist project/programme managers with sponsor sign off of requirement. 

 Assist with the interpretation of user requirements into feasible options, and communicating these 

back to the business stakeholders. 

 Communicate requested changes, enhancements, and modifications of business requirements– 

verbally or through written documentation – to project managers, sponsors, and other stakeholders 

so that issues and solutions are understood and a change control process can be managed. 

 Any other tasks as reasonably require 

 

Position Requirements and Personal Qualities 

 

 Experience with Salesforce, including its functionality and configuration ( 

 Experience with at least one direct marketing campaign management  application/service or ESP 

 Experienced with the lifecycle in an agile / scrum environment, desirably with experience also of 

traditional structured programmes 

 Knowledgeable about the latest in CRM and Digital Marketing solutions, and full of ideas about 

how the best in customer interactions can be achieved in the modern multi-channel world  

 Excellent analytical, mathematical, and creative problem-solving skills. 

 Excellent listening, interpersonal, written, and oral communication skills, at multiple levels and 

across multiple disciplines 

 Logical and efficient, with keen attention to detail. 

 Experience working in a team-oriented, collaborative environment. 

 People Development. Matches’ growth gives great opportunity for personal and career 

development, but also requires that this role develops other more junior colleagues  

 Highly self-motivated and directed, pro-actively reporting on status and tasks. Ability to 

effectively prioritize and execute tasks while under pressure. 

 Adaptable. The role requires a willingness to take on tasks outside of a narrowly defined role, and 

ideally a desire to be multi-skilled 

 Capable of working to both tactical and strategic timescales 

 It is desirable (although not necessarily critical) that you have experience with fast moving and 

growing organisations, particularly online and multichannel ones, and/or that you have experience 

working in retail organisations understanding the priorities and nature of the services provided. 

  

 


