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IMMIGRANT ACCESS FUND CANADA 
National Director, Client Success 
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The Role 
 
Reporting to the CEO, the National Director, Client Success will be a new member of 
Immigrant Access Fund Canada’s (IAF’s) leadership team as IAF undertakes a significant 
expansion across Canada. IAF offers microloans to help newcomers with the costs of 
obtaining the Canadian credentials required to work in their field. With a 13 year track 
record of success, IAF is scaling up, with a goal of serving 10x more newcomers in the 
next six years. Its three broad goals are: to increase the number of loans to skilled 
newcomers, to help our clients triple their incomes, and to maintain IAF’s low default 
rates.   
 
The leader of a team with national oversight, the National Director, Client Success will 
enhance IAF’s client-service by building and executing a strategy that supports the 
following goals: (1) >75% of our clients are employed in their field after repaying their 
loans, (2) our clients’ incomes triple and (3) our repayment rate remains over 97.5%. 
This is a strategic, practical and central role within a collaborative and entrepreneurial 
organization at an exciting time in its history.  
 

About Immigrant Access Fund Canada 
 
IAF helps skilled immigrants, including refugees, who arrive in Canada with professional 
skills and experience, to work in their field in this country. Specifically, IAF supports 
newcomers in getting Canadian licensing and accreditation through microloans. 
Newcomers frequently lack the financial resources to pay for training and licensing, 
meaning they often fall into “survival” jobs, well below their skills and experience, and 
into poverty. Without income, collateral or credit history, it is difficult - if not impossible 
- for them to access mainstream credit to bridge the gap. IAF provides micro loans of up 
to $10,000 to meet this need.  
  
Since 2005, IAF has provided $21 million in loans to over 3,700 immigrants across 
Canada from a wide range of occupations. The impact of an IAF loan is profound:   
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• The income of skilled immigrants is tripled. With the help of a $7,000 loan, the 
average loan triples the recipient's income, from $15,000 to $45,000   

• The contributions of skilled immigrants to the Canadian economy multiplies 
exponentially. Every $1 invested in IAF returns $15 for the Canadian economy in 
the first year after a borrower completes their learning plan. Loan recipients 
increase their tax contribution by four times.  

• Canada, as a whole, benefits when immigrants are able to put their skills to 
work in Canadian communities, particularly where there are skill shortages. 80% 
of loan recipients find work closely matching what they did in their home 
country, most commonly as medical professionals, engineers or in the financial 
industry.  

  
IAF is the only national organization providing micro loans to skilled immigrants. In the 
past decade, IAF has grown from a grassroots organization in Calgary approving seven 
loans in its first year, to a national organization approving 665 loans in the past year. 
With over 180,000 skilled professionals entering the country every year, and awareness 
of the program still low, IAF's Board and new leadership team are positioning IAF to 
increase its impact exponentially.  
 

The Opportunity 
 
Collaborating closely with other members of IAF’s leadership team, particularly with the 
CEO and the National Director, Finance and Risk, the Director will be responsible for 
improving the professional and financial successes of IAF loan recipients.  
 
The Director will work with a range of internal and external stakeholders, including 
dedicated staff, alumni, and other community organizations serving skilled immigrants. 
This role will be responsible for all service and support for current clients, and for 
engaging alumni in IAF’s mission. The new Director will ensure our clients get the 
supports they need to be professionally successful by building a network of national 
resources that is shared with our clients via our Client Success Team. The Director will 
ensure their team delivers a consistent standard of high customer service through 
excellent team culture, exemplary mentorship of staff and a rigorous focus on results.  
 
An experienced program builder and team leader, the Director will be an integral 
member of IAF’s leadership team as the organization grows. This role will be attractive 
to mid-career or senior professionals motivated by IAF’s mission and eager to be a key 
player in the success of a national charity of growing significance. 
 

 
 
 



_____________________________________________________________________ 
3 Page   

Position Profile -Director of Client Success 
Immigrant Access Fund Canada 

 
 

 

The Ideal Candidate 
 
The ideal candidate for this exciting new position will bring their enthusiasm, experience 
and empathy both to their colleagues and to the skilled immigrants IAF helps through 
financing and mentoring. 
 
Imbued with a strong work ethic, the Director will combine strategic thinking and 
tactical expertise, and can move seamlessly among tasks as the demands of the position 
require. The Director has team leadership and change management experience, and is a 
confident decision maker who can set priorities and work efficiently and effectively to 
hit them. Their skills mean they are comfortable developing and empowering their team 
to provide exemplary customer service and to reach well-defined goals.  
 
A clear communicator and entrepreneurial thinker with excellent planning skills, the 
Director thrives in a workplace in which all members are expected to contribute, 
innovate and collaborate in a professional manner.  
 
They currently work in the NGO, private sector, or public sector, with senior-level 
program and team management responsibilities in areas directly connected to 
immigrants or to another community that faces systemic barriers to employment. They 
will bring to IAF a deep appreciation for the barriers facing skilled immigrants who seek 
professional employment in Canada. They will also bring an impressive track record of 
empowering clients and staff to reach their professional goals.  
 

Key Accountabilities 

 
Strategic Planning 
▪ Undertake a thorough audit of stakeholders’ views on IAF’s programs and loans, as 

well as the complementary offerings of relevant immigrant serving community 
organizations. Assess the pre-planning work for the client success strategy that the 
organization has completed. Analyze and prioritize the findings to create a new 
national client success strategy. 

▪ Build strategic relationships and win-win opportunities with other community 
organizations with complementary programming. Determine what client services 
need to be built and delivered by IAF and what services are best delivered by other 
organizations.  

▪ Within the first year, create and execute that strategy, designed to drive client 
success in the three ways stated above: (1) >75% of our clients are employed in their 
field after repaying their loans, (2) our clients’ incomes triple and (3) our repayment 
rate remains over 97.5%. 
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▪ Mentor and develop staff through the process of change, in the climate of a growing 
organization, in order to maximize team buy-in and the successful achievement of 
team goals.  

 
Program Delivery & Advocacy 
▪ Collaborate with the National Director, Marketing and Communications to develop 

related messaging, materials (e.g. webinars, client-staff communication checklists, 
surveys, etc.) and metrics attached to the client success work. 

▪ Collaborate with the National Director, Development, to maximize the support of 
our funders, donors, sponsors and investors by leveraging their expertise and in-kind 
resources to drive client success. 

▪ Work with direct reports and IAF colleagues to roll out all facets of the newly 
created client success plan across Canada. 

▪ Engage alumni by building the alumni program. 
▪ Engage external stakeholders in ways that empower them to meet their goals by 

helping our clients be successful. 
▪ Make use of IAF’s new business intelligence software to understand our gaps and 

opportunities for improvement. Develop a system to bring awareness of the barriers 
and/or accelerators to the success of the client success plan, the IAF, and its loan 
recipients. 

▪ Apply principles of behavioral economics to increase the successes of our clients. 
 
Program Analysis 
▪ Develop metrics for and measure key facets of client success, including (but not 

restricted to): success rates of clients by different professions, geographies, gender, 
age, etc.; loan payback times; loan repayment rates; accreditation exam success of 
loan recipients; financial stability; employment in field; and income increases of 
clients over time.  

▪ Communicate effectively with MarComms and Finance & Risk teams to ensure key 
learnings from Client Success are incorporated into the whole organization. 

▪ Create and distribute reports on the client success strategy’s performance over 
established time intervals (i.e., quarterly reports for the Board and IAF funders) 

▪ Monitor and grow the success of the alumni relations program.  
 
Client Success Team Leadership  
▪ Work collaboratively as a key member of the Leadership Team to foster and drive 

organizational success, prioritizing the organization and its goals above your own 
team and its subset of those goals.   

▪ Foster an enhanced sense of collaboration and energy among Client Success team 
members who work in multiple locations. 
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▪ Mentor and develop motivated team members who are being asked to deliver 
client-service differently and to commit to high and consistent standards of 
customer service in new ways.  

▪ Create, discuss and measure clear performance agreement metrics for all direct 
reports.  
 

Qualifications & Required Skills 
 

▪ 10+ plus years of experience in success-based program delivery, with a proven track 
record of leading metrics-based programs. 

▪ Experience providing customer service to newcomers or to another community 
facing systemic barriers to professional success. 

▪ Thrives in a fast-paced, growth-minded, entrepreneurial organization that is also a 
passion, values-drive, mission-based charity. 

▪ Combines critical and strategic thinking skills with hands-on attitude. 
▪ Comfortable with data management and SQL-based research, as well as other 

technical skills relating to online data sharing. 
▪ Thorough knowledge of, and appreciation for, the challenges of the immigrant 

experience and the benefits to Canada of successful integration of immigrants. 
▪ Excellent communicator in writing and speaking, with strong confidence in meeting 

with a variety of skilled immigrants with varying comprehension of English.  
▪ Significant experience leading and mentoring high-performing, mission-based teams. 

Comfortable leading a team whose members work from offices in different 
provinces. 

▪ Collaborative personality with an eagerness to advocate for their team’s successes in 
helping skilled immigrants achieve their own success. 

▪ Bachelor or Master’s degree(s). 
 

 

Additional Information 
 
This position will be based in either Calgary or Toronto, depending on the successful 
candidate’s location. There will be some national traveling regardless of where that 
candidate lives.  
 

For More Information 
 

If you meet the criteria above and are interested in applying for the position, please 
send your resume to jobs@searchsmart.ca or call Sandra Paquette at 416-763-0404.   
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We are actively recruiting for this position, so to ensure you are given due consideration 
for this opportunity, interested candidates should send their resumes as soon as 
possible. Only those qualified for the role will be contacted. 
 
To find out more about SearchSmart and executive search solutions, visit our web site 
at www.searchsmart.ca 
 
 
 

http://www.searchsmart.ca/default.htm

