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(HPwES) Orientation
October 14, 2015
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Audio Connection
To connect to audio:
1.

Click the Call Using Computer button to use
this setting.
a.

2.

To confirm connection, click the three dots, select
“Change settings”, click “Test” next to Speaker to
ensure your audio is working. Click Ok.

If you prefer to use a telephone, click the three
dots and:
a. Select “Call Me” and enter your phone
number, or
b. Select “I Will Call In” and dial in via the
telephone number provided.
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Questions
To ask a question:
1. Type a question in the box below the
Ask drop-down menu in the Q&A panel.
2. Select Host from the Ask drop-downmenu.
3. Click Send. Your message is sent
and also appears in your Q&A panel.
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Agenda
•
•
•
•
•
•
•
•
•
•
•

Getting Started – Cara Sherwood
Setting Your Business Up For Success! – Ryan Moore
Consumer Incentives: HEMI & AHP – Steve Smith
Consumer Financing Options – Steve Smith
During the Comprehensive Home Energy Assessment – Ryan Moore
Submitting Audits for Incentive – Caitlin Cochran
After the Comprehensive Home Energy Assessment – Pete Hoke
How to Upload Projects to the NY HP Portal for Approval – Sarah Knoell
Project Completion & Testing Out – Earl Hicks
Net Promoter Score – Lea Campbell
HPwES Project Completed - Quality Assurance (QA) – Paige Asdoorian
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Getting Started
Cara Sherwood
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Who’s Who in the HPwES Program
•

NYSERDA – Program Administrator

•

CLEAResult – Implementation Contractor

•

Honeywell – Quality Assurance Contractor

•

EFS (Energy Finance Solutions) – Financing Contractor

•

BPI (Building Performance Institute) – Independent Standards Organization

•

EnergySavvy – NY HP Portal Developer

•

Concord – Loan Servicer

•

Constituency Based Organization (CBO) – Outreach & Customer Assistance
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Trade Allies
•

Efficiency First

•

Building Performance Contractors Association (BPCA)
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Partner Support Team – CLEAResult
Lea Campbell – Contractor Support & Response Manager
Cara Sherwood – Associate Project Manager
Earl Hicks – Senior Technical Support Analyst
Pete Hoke – Senior Account Manager (Eastern NY)
Ryan Moore – Senior Account Manager (Western NY)

CONTRACTOR SUPPORT
Call toll free: 800-284-9069
Email: contractorsupport@csgrp.com
Chat:
http://hpwescontractorsupport.com/

Steve Smith – Program Analyst
Sarah Knoell – Program Analyst
Caitlin Cochran – Program Analyst
Paige Asdoorian – Program Analyst

BUSINESS HOURS
Monday – Friday
8:30AM – 5PM
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Partner Support Team – CLEAResult

Source: Contractor Resource Manual Section 1.2 http://hpwescontractorsupport.com/programdocuments-2/2014-2015-contractor-resource-manual/section-1-contacts/
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Welcome to the NYSERDA HPwES Program!
• Accessing Program Resources:
–
–
–
–
–

Welcome to Program & Congratulations Emails
o Contractor Profile: https://nyserda.energysavvy.com/contractors/
NY HP Portal https://nyserda.energysavvy.com/
HUB https://nyserda.csgrp.com/Citrix/Metaframe/auth/login.aspx
NYSERDA’s Business Partner Portal https://cmsapps.nyserda.ny.gov/PartnerPortal/
Contractor Support Site & Help Center http://hpwescontractorsupport.com/
o Contractor Resource Manual (CRM) http://hpwescontractorsupport.com/programdocuments-2/2014-2015-contractor-resource-manual/


2014-2015 Participation Agreement http://hpwescontractorsupport.com/program-documents2/2014-2015-contractor-resource-manual/section-2-recruitment-and-enrollment-forms/

o New Contractor Process http://hpwescontractorsupport.com/new-contractor-documents/
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Contractor Support Site Demo

Source: Contractor Support Site http://hpwescontractorsupport.com/
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Help Center Demo

Source: Contractor Support Site http://hpwescontractorsupport.com/
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Overview of Program Resources
• Help Center Quick Overview
– A guided tutorial on the Help Center can be found in the Training Videos section.

• Help Center – Recorded trainings available:
– Introduction to New Contractor Support Plan & Help Center Training
– Contractor Support Plan & Help Center Advanced Training
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Setting Your Business
Up for Success!
Ryan Moore
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Process Management
• Putting processes in place for your business to manage HPwES
projects is critical.
– Individual steps and responsibilities that breakdown all tasks.
– Start with a simple work flow that you can delegate as needed.
– Create basic forms to collect the necessary information during client meetings
and audits.
– Create customer service guidelines and expectations so that they can be clearly
carried throughout your organization.
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Communication & Setting Customer Expectations
• Knowing and communicating next steps to the customer whenever
possible is key.
• When leaving your customers home let them know what you are
going to do and when you will get back to them.
• Follow through – Provide your customer their audit report as soon as
possible after your visit, the Program requirement is within 14
calendar days; make sure you can meet that deadline.
• Under Promise and Over Deliver.
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Project Management
• Tracking your customers projects are critical, here are some things
you can use to track projects from start to finish.
– White Boards - Great for scheduling and tracking especially for production
related activities.
– Excel Spread Sheets – Great for tracking sales, leads, pretty much anything
related to your business.
– Customer management software (e.g. SalesForce, BizWiz, ACT, etc.)
– NY HP Portal – The portal can be used to track projects from start to finish.

The important thing is to have a tracking system. It doesn’t matter what
you choose, just use something!
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Program Forms
• Contractor Support Center – All program forms can be found in the
Program Documents section.
• Most successful contractors have created multiple forms for
customer intake and project management on top of the forms that
are necessary for the program.
• Typical forms include:
– Audit data collection
– Customer checklists for financing and income information
– Project related forms for work scope or labor reports
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Energy Modeling
• Approved HPXML Software

• See the Software Comparison Guide for additional information.
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Marketing
• HPwES marketing materials at no cost to you can be found in
Contractor Resource Manual, Section 6.1.
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Marketing Co-Op Incentives
• Participants meeting certain spending and production levels are
eligible to receive up to 60% Cooperative Advertising Incentive.
• For full details, refer to Contractor Resource Manual, Section 6.
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Additional Contractor Incentives
•

NYSERDA provides a long list of incentives for participating contractors.
Below are few examples of incentives available. For a complete list refer to
Contractor Resource Manual, Section 5.1.

•

First Completion Incentive:
– One-time $500 incentive.
– First program project must be completed within 3 months of participation.

•

First Year Production Incentive:
– One-time $1,500 incentive.
– 24 program projects (or work totaling at least $180,000) completed within 12
months of participation.
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Consumer Incentives:
HEMI & AHP
Steve Smith
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Customer Incentives
• High Efficiency Measure Incentive (HEMI)
– A 10% homeowner incentive up to $3,000 based on the total dollar amount of
“Pre-qualified” eligible measures.
– Incentive eligibility is determined by the NY Home Performance with ENERGY STAR®
Eligible Measures and Accessories (Contractor Resource Manual, Section 7.4).

• Assisted Home Performance (AHP) Subsidy
– A homeowner income-based subsidy that pays 50% up to $5,000 (single family
homes) on the total dollar amount of “Pre-qualified” eligible measures.
– Incentive eligibility is determined by the NY Home Performance with ENERGY STAR®
Eligible Measures and Accessories (Contractor Resource Manual, Section 7.4).

•

Additional information on the HEMI & AHP Subsidy can be found in
Contractor Resource Manual, Section 3.

25

HEMI: High Efficiency Measure Incentive
• No application required.
• Incentive can be paid to the contractor OR the homeowner.
• Can be combined with program financing options (On-Bill Recovery
or Smart Energy Loan). The incentive is deducted from the project
total, reducing the amount financed.
• Restrictions: Customers with municipal natural gas or municipal
electric service may not be eligible to receive incentives on certain
measures.
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AHP Subsidy: Assisted Home Performance
• Application required to Energy Finance Solutions (EFS) to verify
household income.
• Based on 80% of the household area or state median income
(whichever is higher) Assisted Subsidy Income Guidelines
(Contractor Resource Manual, Section 3.9).
• Incentive paid only to contractor.
• Can be combined with Program Financing options (On-Bill Recovery
or Smart Energy Loan). The incentive is deducted from the project
total, reducing the amount financed.
• 50% up to $10,000 is available for 2-4 unit homes.
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AHP Subsidy: EmPower NY Coordination
• AHP applicants are automatically screened for eligibility in the
EmPower NY Program (Household income less than 60% of the
state median income).
• EmPower can cover 100% of the cost of eligible measures up to
$7,000 (for single family homes). AHP Subsidy and Financing can
be used to cover additional measures not covered by EmPower.
Projects can be coordinated between EmPower and HPwES.
• EmPower NY Program is implemented by Honeywell.
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Consumer Financing
Options
Steve Smith
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Green Jobs – Green NY Financing
• Smart Energy Loan
– Unsecured, repaid monthly directly to NYSERDA’s loan servicer, Concord
Servicing Corporation.

• On-Bill Recovery (OBR) Loan
– Repayment appears as a loan installment line item charge on the electric or gas
utility bill of participating utilities.
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Green Jobs – Green NY Financing
• Both the Smart Energy and OBR Loans have the following features:
– Available for up to $13,000 per applicant, and up to $25,000 if the
project meets additional cost-effectiveness standards.
– Minimum loan amount is $1,500.
– Up to 15%, not to exceed $2,000, in non-prequalified upgrades listed in
Table 1 and eligible Health & Safety Measures and Accessories in Table
2 on the NY Home Performance with ENERGY STAR® Eligible
Measures and Accessories, (Contractor Resource Manual, Section 7.4)
list may be included in a Smart Energy Loan without additional costeffectiveness screening.
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Smart Energy Loan
•
•

•

•

Unsecured
Current interest rate is 3.99% or
3.49% (automatic bank
withdrawals)
Homeowner remains responsible
for outstanding balance of loan,
which may not be assigned, if they
sell or transfer the property.
Residential Credit Application
(Contractor Resource Manual,
Section 4.5)

For those projects where more than 15% of the
cost is for items other than those on the
Prequalified List, the estimated energy cost
savings over the anticipated life of all eligible
energy improvements must be at least 80% of
the total principal and interest to be repaid on the
loan (also known as an “SIR of .80 or greater”).
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On-Bill Recovery (OBR) Loan
•
•

•

Current interest rate is 3.49%.
Homeowner can reassign
outstanding balance of loan if they
sell or transfer the property.
Residential Credit Application (Contractor Resource Manual,
Section 4.5)

Must have either electric OR natural gas service
through one of the following utilities: Central Hudson
Gas & Electric, Con Edison, PSEG Long Island,
National Grid (Upstate), New York State Electric &
Gas (NYSEG), Orange and Rockland, and
Rochester Gas & Electric (RG&E).
Financed amount must pass a “1/12th Rule”: The
expected average monthly energy cost savings must
be greater than the average monthly loan payment.
In other words, the energy upgrades should pay for
themselves with the savings they create.
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During the
Comprehensive
Home Energy
Assessment
Ryan Moore
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Before Arriving at Customer’s Home
•

Make sure customer has applied and receives their reservation number.
– Customers can include a Contractor on application to be cc’d on approval letter.

•

Claim the Reservation Number in the NY HP Portal.
– If applicable, create an intake process for the Audit. (NY HP Portal User Guide
(Contractor Resource Manual, Section 10.1), Streamlined Audit Application Process
Webinar)

•

Conduct Internet reconnaissance.
– Google Street View, Bing Maps Birds Eye/Streetside Views, Zillow, Trulia

•

Calibrate equipment, be sure you have everything in the vehicle and that it is in
working order.
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Arriving at Customer’s Home
• Introduce yourself. Have proper identification (e.g. employee badge) ready
to present to the customer.
• Establish a rapport with the customer.
• Listen to their concerns.
• Determine the personality type of the customer (e.g. Driver, Analytical,
Expressive, and/or Amiable) so that your interactions are complimentary and
positive.
• Read their body language to understand their emotional state.
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Personality Types and Communication
•

Contractors encounter different personality types. Being aware of these
differences will foster better and more effective communication.
–
–
–
–

Driver: Be specific. Avoid opinions. Succinct.
Analytical: Provide detail. Avoid being assertive.
Expressive: Include stories/examples. Deliver details quickly.
Amiable: Share opinion. Personally assure.
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During the Comprehensive Home Energy
Assessment

• Involve the customer in the audit. This will allow the homeowner to see and
feel what’s discovered – especially the blower door or infrared (IR) camera.
• If they aren’t interested in participating, make sure to highlight problem areas
before you leave.
• Be efficient and courteous; you’re a guest in their home so don’t overstay
your welcome.
• A data collection form should be used to capture all of the audit information
required by the Program.
• Digital photos are a great supplement to quantitative data and allow you to
easily share additional information with install crews or when technical
assistance is needed.
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Customer Information Form (CIF)
•
•

•
•

Available in Contractor Resource
Manual 8.2 and 8.2A.
Should be completed at the time
of the comprehensive home
energy assessment.
Contractor to access energy
usage information.
Acknowledges that customer has
received the “So What’s Next”
brochure (Contractor Resource
Manual, Section 8.1).
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Before Leaving the Customer’s Home
• Have a good understanding of what your work scope proposals will include.
• Tell the customer about any health and safety issues that were discovered.
• Collect any outstanding documentation needed (e.g. utility bills). Or set up
how you will receive it.
• Explain what the “next steps” in the process will be.
• Provide a timeframe in which the customer can expect their Comprehensive
Home Energy Assessment report and who will be discussing it with them.
– Ideally, the goal should be within 7 calendar days, while 14 calendar days is the
maximum per Program requirements (2014-2015 Contractor Participation
Agreement, Contractor Resource Manual Section 2.2, Section 5.04).
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Submitting Audits for
Incentive
Caitlin Cochran
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Submitting Audit Applications on Behalf of Customers
•

Contractors can submit completed
paper audit applications via fax or email to HPwES-Audit@csgrp.com OR

•

Submit the applications directly into
the NY HP Portal.

•

Note: Signed paper application
upload required in the NY HP Portal.

•

See the Contractor Resource Manual, Section
10.1 for more tips on entering audit applications
into the NY HP Portal.
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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 E-mail addresses automatically populate into our
system from the “Contact E-mail” in NY HP Portal. (Previous audit application
versions had a place for contractor e-mail address.)
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Paper Application Highlights

•

Full version of paper application can be found at
https://www.nyserda.ny.gov/apply-online
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Exceptions & Additional Qualifying Criteria
•

Homes > 3500 square feet:
– The NY HP Portal assumes that all homes are less than 3500 sq. ft.
– If you perform an audit in a home greater than 3500 square feet, please contact
the Contractor Help Center for an increase in incentive.
– If possible, please request this change to the incentive amount prior to claiming
the audit incentive through the contractor support center.

•

Additional Information Required:
– Mobile Homes
– Condos/Co-Ops/Townhouses
– Multi-use Buildings
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Audit Application Approval Letters
•

If a contractor is listed on an audit application:
– Your company will receive a copy of the approval letter.
– Approval letter will list your company name and phone number for the
customer’s reference.

•

Approval letter directs customers to have utility usage available at time of
audit. This should be used to “true up” the building energy model.
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Claiming Reservation Numbers
•

After receiving the approval letter, contractors should be able to claim the
reservation number in NY HP Portal within an hour.
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Completing Audit Claim
•

To claim the audit incentive the following are required:
– Upload Comprehensive Audit Report (PDF) provided to the customer.
– Energy Usage History
• Electric usage (12+ months)
• Heating usage (12+ months)
OR
• Energy Usage History Waiver Form (Contractor Resource Manual,
Section 3.8)
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Declining a Lead
•

•

If a reservation number was
claimed and later a decision was
made not to complete an audit for
that customer, please decline the
lead.
Click the “This task cannot be
completed” button and select a
reason for the decision.
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After the
Comprehensive Home
Energy Assessment
Pete Hoke
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Energy Modeling – True Up
•

Create an energy model using approved HPXML software.

•

Provide realistic and obtainable energy savings to the homeowner.

•

Use the last 12 months of energy usage history to true up the model within
±5% of the homeowner’s actual usage.

•

Additional information can be found in the Truing Up Your Project section of
the Contractor Support website.

•

Utilize the software vendor’s support system.
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Energy Modeling – Reporting
•
•
•

•

Provide the homeowner with an assessment report within 14 calendar days
of site visit audit completion.
Generate report from Program-approved software.
Include a detailed workscope proposal that identifies measures and pricing
for improving the energy efficiency, comfort and safety of the home
regardless of the type of services offered. Measures need to be inline with
the Materials & Installation Guidelines.
List available incentives and offer an analysis of financing for 5, 10, or 15
years at the available program interest rate, as determined by the
requirements detailed in the Contractor Resource Manual.
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Workscope Development
• Build the correct scope of work to solve comfort, efficiency and
durability issues.
– Prepare Good, Better, Best workscope levels.

• Be sure the workscope addresses any issue the homeowner has
expressed.
• Communicating the proposed work to your customers will help build
value and credibility.
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Presentation of Findings
•
•
•

Audits don’t save energy… it’s time to sell your solutions.
Important to follow up while the homeowner is interested and engaged.
The terms of the Participation Agreement state contractors must provide
assessment reports within 14 calendar days of site visit. Ideally this is done
within 7 calendar days.
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Presentation of Findings
•

•

Your presentation should:
– Review the findings.
– Remind the customer of what they saw and felt during the audit.
– Review the solutions.
– Present the price with incentives and financing options.
When completed, ask the homeowner for their business.

55

Presentation of Findings
•

And be prepared for objections.
– Listen to what the customer says.
– Restate it so that they know you understand the issue.
– Confirm that they are free to object, but try to probe for the root cause of
the problem.
– Responding thoughtfully and attempt to allay any concerns, it may be
appropriate to ask again for their business.
– Believe in the solutions and the company’s ability to deliver them.
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Preparing a Contract – Basics
•

•
•
•
•
•

Must conform to Federal and New York State law and meet HPwES
Program requirements (Sample available in Contractor Resource Manual,
Section 8.3).
Written contract that clearly itemizes all work to be performed and the
corresponding price for each measure.
Contract must be signed by both contractor and homeowner
Three (3) day right to rescind.
One (1) year warranty on defects in workmanship or equipment after
payment authorization.
All payments received prior to completion of the job deposited into an
escrow account.
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Preparing a Contract – Tips
•

A vague, ambiguous contract is unprofessional and opens up the possibility
of someone else (e.g. lawyers, judges) interpreting the intent of the contract.

•

Be specific about what is included on the contract by including square
footage, R-values, insulation types, insulation thicknesses, brand names
and model numbers, subcontractor names, and any disclaimers*.

•

Focus on scope of work and what IS and IS NOT going to be done.

•

Document all project phases in writing and get signatures to verify
acceptance.

* Non-Program improvements can be included on the contract but need to be easily identifiable to the
Program for exclusion from the review process.
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Preparing a Contract
Poor (vague) language
1.

Air seal in attic

2.

Insulate attic with 10” cellulose

3.

Install boiler (95% AFUE)

Good (specific) language
1.

Reduce air infiltration by at least 1500 CFM50 via blower door
assisted air sealing. In attic: air seal top plates, all accessible
electrical and plumbing penetrations, gap around chimney, install
foam board over open kitchen soffit. In basement…

2.

Insulate 975 sq. ft. of attic to R-50 with 12” blown-in cellulose over
existing 3” fiberglass. Baffle as needed to keep insulation out of
soffit vents and deter windwash. Includes building foam board
retaining wall around attic hatch. Includes weather stripping and
attaching 2” (R-14) foam board to attic hatch.

3.

Install XYZ natural gas furnace (Model:MRZ9095) 90,000 Btus,
95% AFUE, with ECM motor.
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How to Upload
Projects to the NY HP
Portal for Approval
Sarah Knoell
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NYSERDA HPwES Contracted Package
•

Contracted projects can be created two ways*.
1.

Automatically created after audit incentive claimed in the NY HP Portal.

2.

Self-created project without prior audit -OR- audit was completed by another contractor.

*Note: If no follow-on work will be done or the project is terminated, it should be closed.
It can be reopened in the future.

•

A guided tutorial on project creation and NY HP Portal navigation can be
found in the Training Videos section.

•

For a step by step procedure on how to use the NY HP Portal, use the NY
HP Portal User Guide (Contractor Resource Manual, Section 10.1).
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Project Completion &
Testing Out
Earl Hicks
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Projection Completion & Testing Out
•

Documents to bring to Test-Out:
– Contract – to review with customer
– NY HPwES Post-Installation Health and Safety Test Results – to record test-out
results

•

Documents that Require Signatures:
– Project Incentives and Financing Eligibility Summary Report (Sample
available in Contractor Resource Manual, Section 8.4)
o Customer Incentives (Section 3) – Payment of High Efficiency Measure
Incentives
o Certificate of Completion (Section 5)– Contractor and Customer to Read and
Sign after work is Completed
– Final Loan Paperwork (if applicable)
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Documents to Bring to Test-Out
•

Contract



 Install
 Seal
 Remove
 Furnish
 Provide
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Documents to Bring to Test-Out
•

Post-Installation
Health and Safety
Test Results Form

•

Fill out all relevant
data fields
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Documents to Bring to Test-Out
•

Project Incentives and Financing
Eligibility Summary Report (Sample
available in Contractor Resource
Manual, Section 8.4)
(NY HP Portal – Approval transmittal form)

•

Multiple page document requiring
initials/signatures
– Section 3 – Incentive Assignment
– Customer or Contractor
– Section 5 – Certificate of Completion
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Documents to Upload at Completion
• Signed Project Incentives and Financing
Eligibility Summary Report
• Signed Contract
• Post Installation Health and Safety Test
Results
• Completion Package from Modeling Tool
with test-out results entered
• Signed Customer Information Form
– Recommended signed at comprehensive
home energy assessment; needs signature
and date before project begins.
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Project Workflow Chart
•

Outline of Project Process from Start to Finish
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Customer Follow-up / Referrals
•
•
•

Follow-up with your customer a few weeks after project is complete.
Happy Customers = New Leads = New Business
Promote your business:
– Referrals
– Testimonials
– Social Media Reviews
o
o
o
o
o

Facebook
Twitter
Instagram
LinkedIn
Etc.
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Net Promoter Score
(NPS)
Lea Campbell
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Net Promoter Score (NPS)
• Measures customer satisfaction
• Calculates based on responses to a single question:
– How likely is it that you would recommend our company/product/service to a
friend or colleague?
– 0 – 10 Scale
– A & B Surveys (randomly selected) – B survey includes additional questions

• Surveys sent:
– Post Audit
– Post Project
– Post Project Follow-Up (9 months after project completion)

• Encourage your customers to respond.
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HPwES Project
Completed Quality Assurance (QA)
Paige Asdoorian
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QA – Introduction
•

The HPwES Program conducts onsite QA inspections on completed projects to
ensure:
–
–
–
–

the contract is fulfilled
the work is done correctly
healthy and safe living conditions are maintained
Program requirements are met

•

The QA process also serves as a cooperative learning tool where Program partners
and participating contractors can work together to apply sound building science
principles and deliver the highest quality services to homeowners.

•

Participating contractors should present QA inspections to their customers as a
selling point, a way to express confidence in your company’s work by welcoming an
independent third-party inspection.
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QA – Partnership Agreement
•

Required to support the QA inspection process by providing project-related information
and documents to the QA Contractor, Honeywell upon request.

•

Prohibited from discouraging customers from participating in the QA process.

•

As a new participating contractor, the company status will be “Provisional” for a
minimum of 6 months. During this time, your completed projects will have an increased
rate of inspection.

•

After 6 months, Program staff will evaluate your QA scores (among other factors) to
determine if your “Provisional” status should be extended or upgraded to “Full”. In
order to be considered for “Full” status, your company must have a minimum of 5
project completions and 3 passing QA scores.

•

HPwES Contractor Participation Agreement (Contractor Resource Manual, Section 2.2)
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QA Contractor Scoring System (QA CSS)
•

Designed for NYSERDA’s residential programs (HPwES, EmPower NY Programs).

•

Web-based software and scoring methodology used by the QA Contractor to conduct
comprehensive QA inspections.

•

QA CSS was recently implemented by NYSERDA. In the coming months, the system
will undergo further development and improvements. If you have any questions about
the current or new QA CSS processes, contact your Account Manager by emailing
Contractor Support at contractorsupport@csgrp.com.

•

The basis for QA CSS is the Material & Installation Guidelines (Contractor Resource
Manual, Section 11.5). It is an essential document for participating contractors to
understand and reference regularly.
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QA – Material & Installation Guidelines
•

All HPwES projects must be completed in compliance with the Material & Installation
Guidelines (Contractor Resource Manual, Section 11.5). This document provides
participating contractors with specific requirements for installing energy efficiency
measures in the HPwES Program.

•

However, it is important to note that participating contractors must perform their work
in compliance with all applicable codes, regulations and laws in the jurisdiction where
the work is being completed. In instances where the Material & Installation Guidelines
may conflict with state and/or local codes, code must take precedent.

•

If you have any questions about the Material & Installation Guidelines, contact your
Account Manager by emailing Contractor Support at contractorsupport@csgrp.com.
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QA – Inspection Process
•

The QA Contractor, Honeywell, will contact customers directly to schedule onsite QA
inspections. “Provisional” contractors have an increased rate of inspection. The QA
Contractor will attempt to schedule inspections for your first 3 completed projects.

•

Customers may also contact the QA Contractor to request a QA inspection within one
year of project completion.

•

Provided that the customer agrees, the QA Contractor will invite the participating
contractor to attend (shadow) the inspection. Follow the instructions in the body of the
email to accept or decline the invitation.

•

While attending (shadowing) QA inspections, participating contractors are prohibited
from interfering with the inspection process. While onsite, you may correct certain
deficiencies uncovered during the inspection. However, these deficiencies will still be
factored into the QA score.
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QA – Inspection Results
•

QA inspection results are sent to the participating contractor via an auto-generated
email from the QA Contractor Scoring System (QA CSS). Attached to the email will be
the Job Score Report (JSR). If remediation is required, a Correction Action Report
(CAR) will also be attached.

•

The QA inspection score is found on the Job Score Report (JSR). The JSR also
provides a detailed breakdown of the score by category and subcategory. There are 3
main categories including Assessment Quality, Work Quality and Health & Safety.

•

The Correction Action Report (CAR) lists the deficiencies requiring correction.

•

Deficiencies corrected by the participating contractor while onsite shadowing the QA
inspection will not appear on the CAR but will appear on the JSR.
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QA – Resolving a CAR
•

After the auto-generated email is sent from QA CSS with the inspection results, the
participating contractor will receive a follow-up email from the Contractor Support
ticketing system with further instructions.

•

If no Corrective Action Report (CAR) was issued, the instructions will state that the
ticket has been closed. If a CAR was issued, the participating contractor is required
to reply to the email (ticket) within 5 calendar days to provide a remediation plan. The
CAR must be completed within 30 calendar days of issuance. In addition to the
signed CAR, photos of health and safety corrections are required.

•

Upon completion of the CAR, attach the signed document with any corresponding
photos off health and safety corrections to the Contractor Support email (ticket). If
you cannot locate the email (ticket), email the items to
qa@contractorhelpcenter.zendesk.com.
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Questions
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Questions
To ask a question:
1. Type a question in the box below the
Ask drop-down menu in the Q&A panel.
2. Select Host from the Ask drop-downmenu.
3. Click Send. Your message is sent
and also appears in your Q&A panel.
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Thank You

