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Questions? 

All questions will be held until the end of 

the webinar. 

 

Please write down your questions and 

submit unanswered questions at the end 

of the webinar.  

 

To ask a question, type into the [Enter a 

question for staff] field and click Send. 
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 New Audit Application launched on July 14, 2014 

 

 Eliminated multiple data fields, such as square footage 

and financing preferences  

 

 Streamlined income validation 

 

 Energy usage data collected at audit incentive claim 

instead of audit application submittal.  

 

 Increased data transfer speed to decrease audit 

approval times 

New Audit Application 



 Application page (paper and online):  
nyserda.ny.gov/apply-online      

 

 HPwES page:   

   nyserda.ny.gov/home-performance  

 

 Assisted HPwES page:  

   nyserda.ny.gov/assisted-home-performance  

 

 Financing page:      

   nyserda.ny.gov/residential-financing  

 

Links 

 



 The Call Center prioritizes approving  applications 

submitted through the Portal over processing other items 

received in the audit inbox (paper applications, customer 

and contractor inquires – extensions, application status 

updates, etc.) 

 

 The fastest approval times are for applications entered 

into Portal directly by the customer, contractor, or CBO 

 

 Items are processed oldest to newest 

 

HPwES Audit Call Center Processing  



Paper Application Highlights 
Household Income Range 

If the applicant’s income is less than $99,600, they will always fit into 

the <200% AMI category and therefore be eligible for a free audit 
 

Contractor E-mail Address 

The audit application no longer has a place for contractor e-mail 

address.  E-mail addresses automatically populate into our system 

from the “Contact E-mail” in Portal. 
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• Displayed to customers in the Contractor Search Tool 

and in the customer Portal 

 

• Only one e-mail address per company can be  

designated 

 

 All communications from HPwES Audit Call Center, 

including approval letters, are sent to the contact e-mail 

address 

 

 Can be changed by contacting:      

 HPwES@nyserda.ny.gov 

 

Portal Contact E-mail 

mailto:HPwES@nyserda.ny.gov


 Task emails notify you about new tasks assigned to 

your company in the Portal 

 

 Only one email address can be used for task 

notifications 

 

 Distribution lists are the best method to forward this 

communication between members of your team. Please 

research the capability of your email client for the ability 

to create rules/filters. 

 

Portal Task E-mail 



Changing the Task E-mail 
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Online Application Highlights 

The address on the first page of 

the application is the MAILING 

address.   

 

Building address can be 

entered on page two, if different 

from the mailing address. 

Including the customer’s e-mail 

address allows the customer to 

access their own Portal page to 

track their project’s progress in 

the HPwES Program. 



 Online Application Highlights 

Pg. 3.1 

Income range 

auto-generated 

by zip code 

Paper Application Online Application Example 

<200% AMI Up to 200% AMI Up to $156,600 

<250% AMI 200% to 250% AMI $156,600 to $195,750 

<300% AMI 250% to 300% AMI $195,750 to $234,900 

<350% AMI 300% to 350% AMI $234,900 to $274,050 

<400% AMI 350% to 400% AMI $274,050 to $313,200 

No listing Over 400% AMI Over $313,200 

Contractors should use the 

chart below to select the 

correct income range when 

submitting applications into 

Portal on behalf of customers 



Online Application Highlights 

If the customer has 

accessed the 

application via a 

contractor campaign 

code, that contractor 

name will 

automatically 

populate in the 

contractor drop-down 

list. 



Online Application Highlights 

Contractors filling out the application for 

customers still need to upload the signed 

paper application to verify customer 

permission. 

 

Electronic signatures are currently not 

accepted. 

 

However, if the contractor is physically 

present with the customer when filling out 

the online application, they do not need to 

upload the signed application. In these 

instances, the contractor should log out of 

the Portal and complete the customer 

version of the online application. 
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Applications Over the Phone 

The new paper and online 

audit applications direct 

customers in condos, co-

ops, mobile homes, and 

not-for-profits to call the 

HPwES Audit Call Center 

to be pre-screened for 

eligibility.   

 

 

If eligible, the CSR will fill 

out the application on the 

customer’s behalf while on 

the phone. 



Applications Over the Phone 

If a contractor wants to submit an application for 
a condo, co-op, not-for-profit, or mobile home, 
the following steps can be taken:  
 
1. The contractor can call the HPwES Audit 

Call Center to answer the pre-screening 
questions and the application can be 
completed over the phone.  
 

2. The contractor will e-mail a paper application 
 

3. The reservation number will not be issued 
until the paper application is received. 
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Q: I live in a condo/townhouse/co-op that is 4 
units or less. Do I qualify? 

 

A:  The customer will be asked the following 
questions to see if they qualify: 

 

   ~ Do you own or lease your unit? 
   ~ Do you have authority to contract for work and make 

changes  to the unit?   
  
 If yes for both questions – you qualify for a free or 

reduced cost audit.  If qualified, the Call Center can collect 
the required audit information over the phone. 

 

Condos/Co-ops 



Q:  I’m a homeowner but live in a building that has more than 4 units. Do I qualify? 

 

A: Request as much information from the homeowner as possible.  For the time being 

these will be evaluated by NYSERDA on a case by case basis. The customer will be 

asked the following questions: 

  

   ~ Do you own your condo/townhouse/co-op and are you responsible for making the   

   repairs on your home? 

   ~ How many units are in the building? 

   ~ Do you have your own separate entrance?  If not, does the entrance serving your  

    unit also serve more than 4 units total? 

    ~  Are there firewall separations between units? 

    ~  Do you have your own heat and hot water or is this provided centrally? 

  

Once this preliminary information is obtained, the project will be evaluated by NYSERDA 

program staff to determine if it can be served based upon the configuration and 

available funding sources. 

Condos/Co-ops 



Q:  I live in a mobile home/manufactured housing.  
Do I qualify? 

 
A:  The customer will be asked the following questions 

to see if they qualify: 
 
~  Are the wheels and tongue removed? 
~  Is the home on permanent foundation? [Permanent      

 foundation can be described as made of durable   materials 
(such as concrete, mortared masonry, or   treated wood) and 
have attachment points to the    home.] 

  
If yes for both – the customer qualifies  
If no for one or both – customer does not qualify 

Mobile Homes 



Q:  I’m a Not for Profit/Small Business Owner.      

    Do I qualify? 

 

A:  A Not-for-Profit owned residential building can receive a 

free or reduced cost audit providing the building is used 

as a 1-4 family residence and there is a “person” signing 

the application. The name of the applicant must match 

the signatory and be a person’s name, not a company 

name. The Call Center can collect the required audit 

information over the phone. 

Not-for-Profits 



Homes > 3500 square feet 

 

Since audit applications no longer request square footage, 

the Portal assumes that all homes are < 3,500 square 

feet. 

 

If you perform an audit in a home  >3,500 square feet of 

above grade, conditioned space, call the HPwES Audit 

Call Center and a Call Center Representative will make 

the adjustment.  

 

Less than 3% of applications fit into this category 

 

Audit Application 
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Approval Letters 

 Text has been simplified and shortened. 

 

 If a contractor is tagged on the audit application, the 

approval letter will list the company name and phone 

number. 

 

 Approval letter directs customers to have utility usage 

available at time of audit. 

 



After receiving the approval letter, contractors should 

be able to claim the reservation number in Portal 

within an hour.   

Approval Letters 
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Declining a Lead 

If you have claimed a reservation 

number and later decide not to complete 

an audit for that customer, please 

decline the lead.  Click the “This task 

cannot be completed” button and then 

select a reason for your decision. 



If any of these four 

choices are 

selected, the 

project will be 

marked as closed 

and the project will 

be removed from 

your queue. 
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• Contractors are now required to submit utility usage at 

the Audit Claim task. 

 

• Usage will be gathered from homeowner at time of audit 

or during intake and used to “true up” the building 

energy model.   

 

 
 

Completing Audit Claim 



Complete Audit Claim 

 For customers who filled 

out the previous version of 

the application, the 

submitted energy usage 

documents will be available 

in the right side of the 

screen.  

 

 Contractor reviews the 

information to confirm it is 

correct (12 months of 

usage for heat and electric) 

and re-uploads to claim the 

audit incentive.   
 



Complete Audit Claim 

• Utility usage fields accept 

PDFs and all standard image 

files. 

 

• Contractors can upload clear 

pictures of utility usage 

documents, as long as the file 

is under 10 megabytes. 

 

• Only one PDF or document 

can be uploaded per section 



Additional Questions? 

To ask a question, type into the 
[Enter a question for staff] 

field and click Send. 
 
 

All attendees will remain  

 

 



Updates on Contractor Support Site 

Presentation slides and a recording will be posted to the 

Contractor Support Site for future reference. 

 

 

 

 

 

 

 

 

http://credit.csgrp.com/webapps/nyserda/ProgramAnnouncemen

ts.html#webinarDocs 
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Please take a few 
moments to fill out the 

survey: 
 

• Rate today’s webinar and Q&A 
 

• Please list any topics that may require 
additional clarification 

 

Survey Questions 



Thank You 


