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General Application 
 

How do I complete an application? 
All the application steps are documented in EmPower/AHP Knowledge Articles. Click the card that 
corresponds with your role to access the related training materials and resources. 

 
If an Applicant applies via a campaign code, do they still need to create an account? 
Yes, unless they have an existing account in Salesforce with NYSERDA. A Salesforce Application Portal 
account is required to use the online Combined Residential Application. 

 
Are customers who are geographically eligible automatically AHP eligible? 
Geographically eligible customers are deemed to be eligible for and participate in EmPower NY. If the 
customer chooses, they are also eligible for and can participate in Assisted Home Performance (AHP). This 
would follow the combined project process. 

 
What do the Tiers mean? 
The tiers are a future program enhancement to describe income eligibility. Tier 1 would be equivalent to 
EmPower NY and Tiers 2 and 3 would be equivalent to Assisted Home Performance. 
 
How will income on submitted Tax Documentation be calculated for income verification? 
When reviewing customer 1040 tax forms, Program will be reviewing all income associated with a 
customer’s taxable and nontaxable income. Therefore, Program will review the following lines by taking 
the sum of all fields below to determine whether or not the customer qualifies for Program. 

a. Line 1 – Wages/Salaries/Tips/etc. 
b. Line 2a – Tax-exempt interest 
c. Line 3a – Qualified dividends 
d. Line 4a – IRA Distributions 
e. Line 5a – Pensions and Annuities 
f. Line 6a – Social Security Benefits 
g. Line 7 – Capital gain or loss 
h. Line 8 – Other income 

 

Can an adult child of a customer complete an application for a parent? 
Yes, but the parent must be the signatory, unless a Power of Attorney (POA) is in place. The application 
should be filled out in the homeowner’s name to avoid confusion. 

 
How will my company name be displayed in the customer‐facing Contractor Selector Tool? 
The customer-facing Contractor Selector Tool has been updated to display the contractor’s DBA name if 
they have one. Contractors without a DBA will continue to display with their legal name. 

 
How does the customer‐facing Contractor Selector Tool know which contractors to show a customer? 
There are two methodologies by which the contractor can determine their service territory – by County or 
by radius. 

• By County: Contractors choose the counties that are part of their service territory. If a customer is 



Combined Residential Application: Frequently Asked Questions 

November 2021 

 

 

eligible to select their own contractor and their address is in a County that a contractor has chosen 
as part of their service territory, the contractor will appear in their list of options. 

• By Radius: Contractors using radius first pick a zip code to base the radius on and then indicate the 
number of miles from the center of that zip code they want to include in their territory. If a 
customer is eligible to select their own contractor and their address is within the radius that a 
contractor has chosen as part of their service territory, the contractor will appear in their list of 
options. 

All options that appear in the Contractor Selector Tool are randomly rotated. 

Contractors that need to make updates to their Service Territory should reach out to Contractor Support by 
email at support.residential@nyserda.ny.gov or by calling 800-284-9069 and the implementation team will 
assist with getting your Participation Agreement and all associated systems updated. 

mailto:support.residential@nyserda.ny.gov
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In Step 2: Utility Information, the POD# field does not allow an input of N0... (for NYSEG). 
This field only accepts numbers but is being reviewed for updating. Until an update is made, the letter can 
be omitted. 

 
Does demographic house size need to equal the number of persons entered in the income earners tab. 
No, income earners would be limited to household members 18 and over, who are not students. 
Demographic house size would include everyone in the home including students and children. 

Can I submit an old signed application or does a new Combined Residential Application need to be 
completed, signed, and returned first? This includes cases where the customer does not want to enter the 
application online themselves. 

Beginning November 1, 2021, Participating Contractors will need to use the new Combined Residential 
Application for non-WAP application submissions. Until then, the applicant does not need to fill out a new 
Combined Residential Application. Participating Contractors / NYSERDA Energy Advisors can enter the data 
from the old application and upload the previously signed document when requested at Step 6. 

 
In Step 5: Review Page, there is no "here" to check to opt out of sharing contact information with other 
NYSERDA Residential Programs. 
The checkbox is located at the beginning of the statement. 

 

 
Why is my application showing unsubmitted when I entered all the information? 
After all information has been populated/uploaded in the Combined Residential Application, the user 
should click on the "Submit" button on the Submission Page to complete their application: 

 
• Participating Contractors 
• NYSERDA Energy Advisors 

 

Click learn more... under STEP 7: Submission Page and review the instructions. 
 

When can I see applications in my Projects list? 

Contractors have immediate access to any application they have submitted and will have access to 
applications submitted by other parties (i.e., directly by the customer) where they have been selected as 
their contractor within 30 minutes of submission. An application is considered submitted when the 
“Submit” button has been selected on the final page of the application. 

After an application is approved for services and the project record is created in the NY HP Portal, the 
application will be synced with the contractor that gets assigned the work and the sharing rules are 
updated nightly. For example, if the customer picked a contractor when they applied but that contractor 
was unavailable to take the project and it was reassigned to a second contractor, the first contractor will no 
longer be able to see the application in their Projects list and second contractor will be given access to the 
application. 
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To find the projects that have been submitted by your company; log into the NYSERDA Portal (Salesforce), 
click on the ‘Projects’ Tab, and set the dropdown to “Combined Residential – All”. This will produce a list of 
applications that your company has access to. 

 

Can I see the status of applications in the system? 

Yes. Contractors have visibility into the status of any application that has been shared with them. 
Contractors can also see a status reason when additional information or documentation is needed before a 
determination can be made and will help provide clarity on what resulted it in being on hold. 

The Projects list will display the current Status and Status Reason. For example, when additional income 
documentation is needed, “proof of income” is written in the Status Reason. 

 

Clicking on the link in the Project Name column, will allow contractors to see additional details associated 
with the customer’s application, including a “Waiting for External Response” checkbox. When the Waiting 
for External Response checkbox is checked, the Implementation Team has requested additional information 
from the customer and is waiting for a response. When a response is received, the checkbox is unchecked. 
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Please Note: Do not change the Project Name, it is intentionally set to match the Application Number. 
Changing the Project Name may delay processing. Customer Names are now visible in both the Projects 
list and on the project record. 

 

 

 

How do I upload documents after the application is submitted? 
• Contractors 

 
1. After receiving a request for additional documentation, the first step to uploading additional 

documents is to login to your Salesforce Portal: https://nyserda-portal.force.com/login 

 
 

2. Once you have logged into the portal, click on the ‘Projects’ tab. 
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3. Once in the ‘Projects’ section of your portal, locate and select the project in need of additional 
documentation. Note: If you do not see the project, ensure that ‘Combined Residential – All’ is 
selected from the dropdown menu in the upper right corner of your screen. 

 
4. After selecting the project, click ‘Application Wizard’ which will take you back into the application to 

upload documents. 
 
 

 

 
5. Within the Application Wizard, you will need to select Step 6 – Project Documents, by clicking either 

‘Previous’ in the bottom left corner, or by clicking the previous checkmark in the upper right corner. 

 
 

6. Once in the Project Documents section of the application, you will be able to upload a new file to 
replace any ‘Rejected’ required documents or upload supplemental documentation under the 
‘Other Documents’ Section by clicking ‘Add another document’. 
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7. Once you have uploaded the document(s), click ‘Save’ at the bottom of your screen and the new file 
will appear in the slot in which you uploaded it, and the status will revert to ‘Submitted’. Once you 
have saved the document, you are done, and the EmPower Team will review it and provide any 
additional feedback. 

 

 
 

• Applicants 
Locate the application in the system using the Projects tab or search for the application number in 
the search bar and click on the Project Name link to open the Project Record. 

 

 
o Notes can be added at the bottom the Project Record in the Note section. 
o Attachments can be added by clicking on the Application Wizard button, then Other 

Documents and then Add Another Document. 
 

Reference: EmPower/AHP Knowledge Articles > Applicant > Submitting an Online Application 
 

Click learn more... under General Information > Circle #5 
Click learn more... under STEP 6: Project Documents > Complete the Other Documents section: 
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I use the chatter feed in Salesforce for other programs to communicate with the Implementation team. 
Can I use the chatter feed on Combined Residential Applications? 
No. The chatter feed circumvents certain logic elements in the Combined Residential Application which lead 
to process slowdowns. As such, chatter has been disabled from the Combined Residential Application 
records. To update an application with additional documentation or information, please see guidance 
above. If you have any questions or concerns regarding an application, please reach out to Contractor 
Support at support.residential@nyserdan.ny.gov or by calling the Support Line at 800-284-9069. 

 

What happens to applications that are incomplete? 

An application is not complete until the “Submit” button has been selected on the final page of the 
application. 

 

Prior to clicking the Submit button, the application remains in an “Unsubmitted” status. Reminder emails 
are sent to applicants where possible to complete their application process. If the application has not been 
submitted, it will be archived after 60 days. Once an application is archived, a new application must be 
created to complete the application process. 

 

How does a contractor delete an unsubmitted application from their portal? 
As explained above, unsubmitted applications will be automatically archived after 60 days and will no 
longer appear. 

 

It appears that each time a user clicks on the “Combined Residential Application”, a new "Unsubmitted" 
Salesforce entry is created under Projects: > Combined Residential ‐ All. Will these partial applications be 
regularly reviewed and deleted? 
A new application is created every time a user clicks on the “Combined Residential Application” from the 
Submit a New Application tab. A new landing page has been created listing all of the customer’s 
applications along with a status and action input. For unsubmitted applications, applicants can select 
“continue application” and pick up where they left off. For submitted applications missing documentation, 

mailto:support.residential@nyserdan.ny.gov
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the applicant can select “upload documents” to finalize the application. Partial applications are deactivated 
after 60 days with reminders sent out at 10 days, 20, and 30 days. 

 

 
What application status change milestones trigger notifications to Applicants? 
Customers will be notified in the following instances by email (if provided) or a letter in the mail: 

• Successful application submission 
• If required information or documentation is needed to make an approval 
• Once approved and assigned to a contractor in the NY HP Portal (Uplight) 

 
Why do I not see my project in the NY HP Portal (Uplight)? 
Projects are not created in the NY HP Portal until approved for program services. Since projects are 
manually assigned to contractors, based on the customer selection or via round robin, there may be a one- 
to-two-day lag before the project is available for viewing in the NY HP Portal. Additionally, if required 
information is needed to approve the application, it will be placed on hold until received. This could also 
result in a delay in receiving the project in the NY HP Portal. 

 
How can the person filling out the application easily keep track of their income inputs? 
An enhancement has been made to the Combined Residential Application to do the math for the user. 
When entering an individual household member and their associated income, there is now an Annual 
Income field that takes the Gross Amount entered and calculates the total annual income based on the 
frequency selected. 
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The annual income amount will carry over to the Income Screening section of the application when “Save” 
is clicked and all income sources entered will produce a total below the list of household members and 
sources. 
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If a customer applies multiple times through my campaign codes, will they always be associated with my 
company? 

The campaign code logic is based on how and when the customer accesses the online application. 

• When a customer accesses the application from a Campaign Code link, either by registering for a 
new account or logging into an existing account, the first time they click Submit A New Application 
after login, their application will be associated with the partner that originated the Campaign Code 
link. 

• If the same customer accesses the application again from the same or different Campaign Code, 
either by registering for a new account or logging into an existing account, the first time they click 
Submit a New Application after login, the application will be associated with the partner that 
originated the Campaign Code link. 

• If a customer navigates to the NYSERDA website directly or creates additional applications while 
logged in, their application will not be associated with any partner unless they select them from the 
Contractor Selector Tool or the Organization Selector Tool on the Partner page (page 3) of the 
application. 

For example, Contractor A generates a campaign code and sends it to Customer 1. Customer 1 clicks the 
link, registers for an account, and fills out the application. This application will be associated with 
Contractor A. 6 months later, Contractor B generates a campaign code and sends it to Customer 1. 
Customer 1 clicks the link, logins into their existing account and starts a new application. This new 
application will be associated with Contractor B. 

Express Audit 
 

What is the new process with Express Audits in the NY HP Portal (Uplight)? 
With the launch of the Combined Residential Application, customer's seeking an audit through Assisted 
Home Performance should apply through the new online application or submit a paper application. Once 
submitted, CLEAResult Shared Services will review the application and approve the customer for the 
Program. Once approved, the project will push to the NY HP Portal and be assigned to a contractor. 

 
Where is the Reservation #? 
With the launch of the Combined Residential Application, the Reservation # system has been disabled. 
Customers now have the option of selecting their own contractor when applying. When an application is 
approved for Assisted Home Performance, the customer information will be brought over to the NY HP 
Portal which will generate a project in the Express Audit workflow. CLEAResult Shared Services will 
manually assign the project to the contractor selected by the customer or if the customer did not choose a 
contractor, it will be assigned to the next available in the round robin list. 
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EmPower 
 

How can a Participating Contractor request more referrals? 
With the launch of the online Combined Residential Application, customers can select a contractor or 
request one be assigned. Customers that don’t select a contractor are assigned the next available 
contractor in the round robin list. Contractors can proactively request that project assignments be 
temporarily suspended if they are at capacity and unable to complete projects within Program 
requirements. As capacity increases, the contractor needs to request that their project assignments be 
reactivated. 

 
Assisted Home Performance 

 

How does a contractor apply for an AHP only project, even if the customer is EmPower eligible? 
Contractors should be allowing customers to go through EmPower for the free measures they are eligible 
for. If a customer elects to go through Assisted Home Performance because they prefer to receive a specific 
measure, the contractor can create an Express Audit through Uplight to initiate the Assisted Home 
Performance work. Program has updated the EmPower New York (EmPower) Opt-Out form for contractors 
to provide to households who are declining one or more free measures through EmPower. This form 
replaces the Opt-Out letter previously sent to customers to sign and return to EFS/Slipstream. The updated 
form is 8.2k in the Contractor Resource Manual and can be found here 

 

If a customer (e.g., AHP applicant) is interested in receiving multiple quotes, which contractor should be 
listed on the application? Can they select multiple contractors from the list? 
Through the Combined Residential Application, if determined to be income eligible, the household is 
eligible for a no cost energy assessment with a contractor of their choice, or one can be assigned. Following 
the receipt of the audit, the customer can explore options with other contractors; however, the purpose of 
the Combined Residential Application is customer intake and does not allow for setting up quotes from 
multiple contractors. 

 
What is the new process with subsidies? 
With the launch of the Combined Residential Application, CLEAResult Shared Services now approves and 
completes the pre-approval and subsidy stage within the NY HP Portal. Customers who apply through the 
Combined Residential Application will be notified of their maximum subsidy amount through email or 
letter. 

 
When can a participating contractor expect to be paid the subsidy on an AHP project? 
The Program is actively working on a solution to decrease the time frame that subsidies are paid out to 
contractors. The process is being streamlined and is anticipated to take 7-10 calendar days for payments to 
be processed. Now, along with EmPower contractor incentive payments, AHP subsidy invoices will be 
processed by NYSERDA twice per week. 

 
In Uplight I what should I enter in the Utility & Incentive stage? 

 
With the launch of the Combined Residential Application, finance has decoupled from the project 
submission process in Uplight. When contractors are entering projects into Uplight, in the Utility & 
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Incentive Information Stage they should be selecting “No” to the question “Is the project pursuing 
financing”, even if the project is receiving a loan. If the contractor indicates “yes”, it will add additional 
review time to the project approval as this creates a manual task for CLEAResult to complete. If a 
contractor enters “yes” by mistake, they can wait for CLEAResult to complete the task, which may take up 
to 24 hours, or they can send in a ticket to support.residential@nyserda.ny.gov. 

 

 
Financing 

 

What form is submitted to Slipstream/EFS for a loan closeout? 
For loan payout, following the completion of the project, contractors will need to submit a separate 
certificate of completion, signed by both the contractor and the customer, directly to Slipstream/EFS. 
Please reference the Slipstream/EFS website for the latest information on required documentation. 

 
Community Energy Advisor 

 

If a Community Energy Advisor (CEA) is listed in an application as a partner, will they be notified of 
application approvals, contractor assignments, missing materials/need for additional documentation? I 
understand that the applicant receives emails at 10, 20 and 30 days after starting an application and once 
the application has been successfully submitted. It was not clear if the CEA also received notifications on 
applications that they were “tagged” on as a partner or for applications that they started/completed on the 
customers behalf. 
Currently, only customers receive emails and automated notifications from the Combined Residential 
Application. CEAs and contractors can check the status of applications by logging into the NYSERDA Portal 
(Salesforce) and clicking on the Projects tab or by search for a specific application (see the 1st FAQ). 

 
Is there a way for the CEAs or the Applicant to avoid having multiple unsubmitted applications for the 
same person? If no, how do they know which is the latest/most up‐to‐date version of the unsubmitted 
application without going into each one and selecting the Application Wizard? 

mailto:support.residential@nyserda.ny.gov
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Customers, CEAs, and Participating Contractors should review their submitted applications through the 
"Projects" tab when logged into Salesforce to confirm an application has already been successfully 
submitted. Another application should not be submitted for the same customer within Salesforce. 

 
It would be useful for CEAs and Participating Contractors to be able to navigate through a blank 
application without filling in required fields, to help customers troubleshoot via phone (need to be able 
to see options listed in the various dropdown menus, etc.). Is there a UAT/Sandbox/non‐production 
environment that they could use to troubleshoot application issues/questions? 
The EmPower/AHP Knowledge Articles allow CEAs and Participating Contractors to see the application 
process for each step through a series of screenshots. 

 
Where can CEAs check which Program/Income Tier an application was approved for? 
The Approved Income Tier is a column that is visible when viewing the Project list. 

 
 
 
 

If an Applicant completes an application via a CEA’s campaign code, how can CEAs view a list the 
applications tied to that specific campaign code? If so, what does that look like? 
Currently, this information cannot be surfaced; however, program is looking to create a report to filter this 
information and will release access information once available. 

 
Training 

 

Will the Combined Residential Application training slides be posted/included in the EmPower/AHP 
Knowledge Articles? 
Yes, the slides and the recording can be found in Presentation Materials under the Resource Materials tab 
for viewing online or downloading. 

 
• Participating Contractors 
• NYSERDA Energy Advisors 
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