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PROGRAM OVERVIEW: EMPOWER+, COMFORT HOME & RESIDENTIAL 
ENERGY ASSESSMENTS

Training Agenda

• Program Basics - EmPower+/Comfort 
Home/Residential Energy Assessment 

• Program Roles and Responsibilities
• Systems and Resources
‐ Regional Clean Energy Hubs
‐ BPCA Organization and Mentorship 

Overview
• EmPower+ Project Lifecycle
• Comfort Home Project Lifecycle
• Payment Timeline
• Quality Assurance
• Need Help?



PROGRAM BASICS

EmPower+ Basics
Available to Low-to-Moderate income-eligible owners and renters of one-to-four family 
homes.

• Participation requires a customer income application.
• Incentives are available for shell, HVAC, DHW, and health and safety improvements.

Incentives

• Low Income (Tier 1): Program provides no-cost measures up to $12,000 (Upstate)/$14,000 
(Downstate*) per enrollment for single-family or the primary unit of a multiunit building, or 
$6,000 (Upstate)/$7,000 (Downstate) for units 2 – 4.

• Moderate Income (Tier 3): 50% of the cost of eligible measures up to $6,000 (Upstate)/ $7,000 
(Downstate) per enrollment for single-family or the primary unit of a multiunit building, or 
$3,000 (Upstate)/$3,500 (Downstate) for units 2 – 4.

• IRA/HEAR: Up to $14,000 for eligible customers receiving specific measures

• Audit and Direct Install Measures do not count toward these incentive caps

*Downstate = counties south of, and including, Ulster and Dutchess counties. 



PROGRAM BASICS

Comfort Home Basics
Available to Market Rate customers and Low-to-Moderate income customers who have 
already utilized the EmPower+ program to upgrade windows.

• Participation does not require a customer application.
• Incentives are only available for insulation, air sealing, and window improvements.
• Incentives are not available to PSEG or municipal electric customers.

‐ Assessments for municipal electric customers can be completed.

Incentives

• Package A: $2,500 (Seal and insulate attic and rim joist)
• Package B: $3,000 (Must meet Package A criteria, plus insulate walls and floors)
• Package C: $2,000 (Must meet Package A and B criteria and upgrade windows to Energy Star)
• Comprehensive Assessment and Blower Door Testing: $300
• NEW for 2026! Disadvantaged Communities (DAC) incentive: $200

‐ This is available for package installs only, assessments through Comfort Home are not eligible for the DAC incentive.

https://www.nyserda.ny.gov/ny/Disadvantaged-Communities


PROGRAM BASICS

Residential Energy Assessment Basics
Available only for Market Rate customers wishing to utilize NYSERDA financing options 
for measures that Comfort Home does not cover. 

• Participation does not require a customer application.
• Assessment fees are not provided through this program as of December 18, 2025, and 

contractors cannot apply to participate.
• A resource guide can be provided to show how to help customers who need a loan for 

measures not offered by Comfort Home (i.e., DHW, HVAC systems, etc.)



PROGRAM ROLES AND RESPONSIBILITIES

Program Roles and Responsibilities
NYSERDA: New York State Energy Research & Development Authority (Program 
Administrator)

• Works to promote energy efficiency, renewable energy, and emissions reduction across New 
York’s economy and energy system.

• Develops, oversees, and distributes incentives for energy efficiency program work through 
EmPower+ and Comfort Home.

• Creates program guidance and rules for participating customers, contractors and partners.

CLEAResult (Program Operations and Technical Support Implementation Contractor)

• Program implementer for EmPower+ and Comfort Home
• Provides programmatic and technical support for contractors and customers

TRC (Customer Engagement and Enrollment Contractor)

• Reviews and processes customer income applications
• Provides support and answers questions about program offerings 



PROGRAM ROLES AND RESPONSIBILITIES

Program Roles and Responsibilities
Honeywell (Quality Assurance Contractor)

• Provides Quality Assurance inspections on completed EmPower+ and Comfort Home Program 
work

Regional Clean Energy Hubs (NYSERDA Partner)
• Provides information to homeowners and contractors about available programs, ways to 

reduce energy usage and costs, and how to make more informed energy decisions

BPCA: Building Performance Contractors Association

• Statewide trade association representing contractors committed to their success and 
professional development

• Offers training programs and workshops

BPI: Building Performance Institute

• Standards development and credentialing organization for residential energy auditing and 
upgrade work



SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Contractor Support Resources
NYSERDA programs provide many online resources to help contractors navigate the 
programs and contribute to their successful participation.

• Contractor Support website
• NYHEP (NY Home Energy Portal)
• Online Scheduling Tool
• Knowledge Base
• Salesforce (MyEnergy, SQA Portal)
• Regional Clean Energy Hubs



SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Contractor Support 
website
The Contractor Support Website is 
a “One-Stop Shop” for Program 
announcements/updates, 
manuals, forms, webinars, and 
general support information.

Contractor Support Website

https://hpwescontractorsupport.com/


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Program Announcements
NYSERDA’s Home Modernization Program 
shares updates and information related to their 
single-family residential energy efficiency 
programs in a bi-weekly email.

The announcements cover EmPower+, 
Residential Energy Assessments, Comfort 
Home and Green Jobs – Green New York 
Financing.

The email links direct readers to the content 
hosted on the Contractor Support site.

Stay Connected – Residential Program Updates

https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/


Program Announcements
The Contractor Support site has new and archived announcements.  Contractors can also 
sign-up for announcements. (Stay Connected – Residential Program Updates)

SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Program Manuals
Each program manual contains the program’s rules and procedures, and detailed 
information about how to operate within the established guidelines of the specific 
program.

EmPower+ Program Manual

Program Resources > Program Manual > 2026 EmPower+ Program Manual

Comfort Home Pilot Manual

Program Resources > Comfort Home Resources > Comfort Home Pilot Manual – March 
2026 

http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/CH-Pilot-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/CH-Pilot-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/CH-Pilot-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/CH-Pilot-Manual-March-2026.pdf


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Program Manual – EmPower+
Section 1 – General EmPower+ Program Information
Section 2 – Audits: Ensuring Customer Quality and Contractor 
Compliance
Section 3 – Program Benefits and Incentives
Section 4 – Program Eligibility for Customers
Section 5 – Project Requirements for Contractors
Section 6 – Appendix

* Some forms not included in the 2026 manual sections remain 
accessible through the 2023 EmPower+ Program Manual page until a 
new 2026 version has been established

Program Resources > Program Manual > 2026 EmPower+ Program Manual

https://hpwescontractorsupport.com/2022-2023program-manual/
https://hpwescontractorsupport.com/2022-2023program-manual/
https://hpwescontractorsupport.com/2022-2023program-manual/
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf
http://hpwescontractorsupport.com/wp-content/uploads/2026/03/EmPower-Program-Manual-March-2026.pdf


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Marketing Resources and Policies
Contractors in the EmPower+ program have exclusive access to a variety 
of marketing materials and the privilege of using the NYSERDA 
Participating Contractors  Attribution Logo. 

Marketing Materials

Materials are available on the Contractor Support website under 
Program Resources. 

Terminology & Messaging

Based on research insights, NYSERDA developed messaging to speak 
directly to those most likely to engage with EmPower+. Use the 
recommended language and terminology in your messaging 
campaigns.

Any advertisements via mass media (such as TV, radio, print, online) 
must first be approved by NYSERDA by contacting 
David.Friello@nyserda.ny.gov.

Logo Usage

- Participating Contractors may not 
use NYSERDA’s logo; however 
Participating Contractors are 
authorized to use the NYSERDA 
Participating Contractor Attribution 
Logo subject to the restrictions 
outlined in Section 5.7 of the 2026-
2027 Program Manual. 

- Contractors must request access to 
the Participating Contractor logo. 
Navigate to section 6.6 of the 
Participation Agreement for more 
information, and the form to make 
the request.

To report misuse of logos, either through incorrect usage or by a non-participating 
contractor, please send an email to residential.programs@nyserda.ny.gov.

http://www.hpwescontractorsupport.com/
mailto:David.Friello@nyserda.ny.gov
https://hpwescontractorsupport.com/program-manuals/
https://hpwescontractorsupport.com/program-manuals/
https://hpwescontractorsupport.com/program-manuals/
https://hpwescontractorsupport.com/2022-2023program-manual/#section2.3
mailto:residential.programs@nyserda.ny.gov


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Program Manual – Comfort Home
1. Comfort Home Pilot Summary
2. Becoming a Participating Comfort Home Contractor
3. Participating in Comfort Home Pilot
4. Project Requirements
5. Customer and Project Eligibility
6. Comfort Home Pilot Contractor Workflow
7. Quality Assurance, Compliance, and Participation
8. Green Jobs – Green New York Residential Financing Program
9. Comfort Home Pilot Contact Information
10. Coordinated Incentive Program for Westchester County
Appendix A: Electronic Signature Policy
Appendix B: Sample Contract and Work Scope

Program Resources > Comfort Home Resources > Comfort Home Pilot Manual –
March 2026

https://hpwescontractorsupport.com/program-resources/comfort-home-resources/
https://hpwescontractorsupport.com/program-resources/comfort-home-resources/
https://hpwescontractorsupport.com/program-resources/comfort-home-resources/


Questions



SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Program Forms
PDFs of forms needed for both EmPower+ and Comfort Home are available for 
download on the Contractor Support website. Revisions are made to forms based on 
contractor feedback and program needs. It is important to check that the latest version 
of the form is being used.

EmPower+ Operational Forms

Program Resources > Forms (Section 8 – Operational Forms of the 2023 Program 
Manual).

An additional web page is in development to house the Operational Forms alongside 
the 2026 Program Manual on the Contractor Support Website.

Comfort Home Pilot Manual

Program Resources > Comfort Home Resources

https://hpwescontractorsupport.com/2022-2023program-manual/#section8
https://hpwescontractorsupport.com/program-resources/comfort-home-resources/


SYSTEMS & RESOURCES – CONTRACTOR SUPPORT WEBSITE

Stay Connected – Residential Program Updates –
Contractor Support

Webinars

NYSERDA hosts a monthly webinar for 
contractors which includes Program 
updates, information, reminders, and 
helpful tips. Other Webinars are held 
for training or specific Program-related 
topics.

All webinars are recorded and 
uploaded to the Contractor Support 
website.

By signing up to receive 
announcements, you will receive the 
sign-up links for these webinars by 
email.

https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/sign-up-for-program-announcements-updates/
https://hpwescontractorsupport.com/webinars/


SYSTEMS AND RESOURCES – NY HOME ENERGY PORTAL

NY Home Energy Portal 
(NYHEP)
NYHEP is a web-based energy modeling 
and workflow management system used 
for both the EmPower+ and Comfort 
Home Programs.

Each user is required to have their own 
username. The company’s primary 
contact must either submit user 
requests themselves or be included on 
user requests.

Requests can be sent to CLEAResult: 
support.residential@nyserda.ny.gov.

New York Home Energy Portal (NYHEP) Login Page

mailto:support.residential@nyserda.ny.gov
https://homeportal.nyserda.ny.gov/


SYSTEMS AND RESOURCES – NY HOME ENERGY PORTAL

NYHEP Reporting

Reporting is available in NYHEP for project management. Projects are referred to as 
Enrollments in NYHEP. Enrollment lists can be filtered and exported to various file types 
including Excel. Preset reports can also be generated based on timeframes and 
program type including:

Contractor Report
• All in-progress and closed projects can be shown even if the workflow step is assigned to the 

Program for review, including Provisional Approval.

Workflow Step Details
• This report is similar to the Contractor Report above, but with fewer details. The report only 

shows steps currently assigned to the Contractor.

Workflow Step by Contractor
• Snapshot of how many enrollments are in each workflow step for each program. Report shows 

Enrollments in steps currently assigned to the Contractor (i.e., Enrollment Acceptance, 
Workscope Submission, Final Project Submission).



SYSTEMS AND RESOURCES – NY HOME ENERGY PORTAL

EmPower+: 180-Day Project Completion

Contractors who have more than 20% of their 
enrollments older than 180 days 
since Enrollment Acceptance will not be assigned any 
new enrollments.

Program Actions

Program monitors these 
thresholds and impacted 
contractors will be contacted.

When a contractor’s backlog 
has been resolved, they will be 
made available for enrollment 
assignments again.

Contractors can work with the 
CLEAResult Contractor 
Support Team for an approved 
exception if needed for 
projects with special 
circumstances.



SYSTEMS AND RESOURCES – NYSERDA KNOWLEDGE BASE

NYSERDA Knowledge Base - Single Family 
Residential

NYSERDA Knowledge Base

This platform is intended to provide 
additional guidance and training 
resources for NYSERDA’s external 
partner communities when 
supporting a NYSERDA program. 

Includes instructions for the following:

• EmPower+ Application

• NY Home Energy Portal

NYSERDA Knowledge Base

This platform is intended to provide additional 
guidance and training resources for NYSERDA’s 
external partner communities when supporting a 
NYSERDA program. 

Includes instructions for the following:

• EmPower+ Application

• NY Home Energy Portal

https://nyserda.atlassian.net/wiki/spaces/PUBLIC/pages/64198314/Single+Family+Residential
https://nyserda.atlassian.net/wiki/spaces/PUBLIC/pages/64198314/Single+Family+Residential
https://nyserda.atlassian.net/wiki/spaces/PUBLIC/pages/64198314/Single+Family+Residential
https://nyserda.atlassian.net/wiki/spaces/PUBLIC/pages/64198314/Single+Family+Residential


SYSTEMS AND RESOURCES – SALESFORCE

NYSERDA Partner Portal – Login
MyEnergy - Login

Salesforce
NYSERDA system is used for:
• EmPower+ customer applications 

(MyEnergy)
• View/Respond to Inspections 

(Partner Portal)
• Program communication 

distribution lists
Each user is required to have their 
own username. The company’s 
primary contact can add users 
without needing a support request. 
When access is granted to 
Salesforce, contractors will use it to 
see Project Inspections and submit 
cases.

https://portal.nyserda.ny.gov/PortalLoginPage
https://portal.nyserda.ny.gov/PortalLoginPage
https://portal.nyserda.ny.gov/PortalLoginPage
https://plan.myenergy.ny.gov/s/
https://plan.myenergy.ny.gov/s/
https://plan.myenergy.ny.gov/s/


SYSTEMS AND RESOURCES –
REGIONAL CLEAN ENERGY HUBS

Find Your Clean Energy Hub Today

Regional Clean Energy 
Hubs

Regional Clean Energy Hubs are 
located throughout New York State.

Your Regional Hub is a team of trusted, 
knowledgeable, community-based 
organizations from your region of the 
State. They are knowledgeable about 
clean energy, energy efficiency, 
workforce and economic 
development, education, health, and 
housing.

You can make your job easier by 
coordinating with your Clean Energy 
Hub!

https://www.nyserda.ny.gov/All-Programs/Regional-Clean-Energy-Hubs/Find-Your-Clean-Energy-Hub-Today


SYSTEMS AND RESOURCES –
REGIONAL CLEAN ENERGY HUBS

Regional Clean Energy Hub Objectives
• Increase awareness of and access to clean energy solutions and opportunities.

• Increase uptake of clean energy projects, with support for accessing wrap around services and 
resources.

• Advance local capacity to engage with community members about clean energy policy, 
technologies and opportunities.

• Increase public participation in energy planning and program coordination activities.

• Increase partnerships and diversity of contractors that result in scalable activities and projects.

• Support career pathways for individuals currently residing in disadvantaged communities and 
priority populations.



SYSTEMS AND RESOURCES –
REGIONAL CLEAN ENERGY HUBS

A Regional Clean Energy Hub can:
• Describe the “clean energy economy” and explain what it means for communities

• Assist with accessing job training and employment in the clean energy sector

• Explain a home energy assessment and why it is useful

• Help customers fill out applications for free home energy assessments

• Discuss what types of energy incentives a person or business may qualify for

• Share information about clean energy upgrades and equipment, such as heat pumps, solar 
energy, and weatherproofing

• Help individuals find qualified contractors to perform clean energy upgrades

• Locate a community solar program and help residents and businesses sign up for it



Questions



BPCA MENTORSHIP PROGRAM
A contractor led initiative to strengthen 

contractor quality, growth, and capacity 

in New York State



BPCA MENTORSHIP PROGRAM

•Contractor-led mentorship program 
providing practical, real-world guidance

•Pairs experienced contractors with 
developing or expanding contractors

•Focus areas include:
- Technical best practices
- Business operations 
- Workforce development

• Structured approach with defined goals, 
regular check-ins, and progress tracking



•Upskilling existing contractors

•New state and utility programs requiring integration
of air sealing and whole-home performance services

•Many contractors need coaching to successfully cross-
train staff and expand their business models.

•New and emerging contractors often lack access to 
practical guidance on operations, compliance, and 
program participation.

MARKET NEED FOR MENTORSHIP



•Launched the first mentor–mentee cohort

•Facilitated roundtable-style sessions with the initial cohort

•Collaborated with mentors and industry partners to begin designing a 
Learning Management System (LMS)

•Identified priority training topics based on real-world contractor needs

•Collected ongoing feedback from mentors and mentees

ACCOMPLISHMENTS TO DATE



VISION FOR THE FUTURE
• Expand program statewide

• Increase number of mentees served

• Launch a centralized Learning Management System (LMS) with on-demand 
training resources

• Build structured learning pathways for:
-New industry entrants
-HVAC Contractors expanding into air sealing & home performance
-Established contractors scaling or adding electrification services

• Integrate technical training with business development:
-Financial management
-Staffing and workforce growth
-Long-term sustainability



STATEMENTS FROM MENTORS & MENTEES
"Serving as a formal mentor has been an incredibly rewarding experience. David, who 
operates a heat pump company in Oneonta, has truly embraced the value of incorporating 
envelope work into his business model. He recognizes that this holistic approach is essential—
not only for sustainable business growth but, more importantly, for its positive environmental 
impact. We both look forward to our sessions discussing business strategy and building 
science, and I am confident that David will be a significant asset to both our industry and his 
local community."- Kevin Brenner, Mentor

"Overall, the mentoring has helped the mentee focus on the areas that are most important to 
keep his business moving forward while providing resources like other mentors and business 
owners in similar industries to help explore challenges and potential problem-solving 
strategies. Personally, it has been very satisfying to help someone get to the next level that is 
really committed to doing just that." -Michael Bennett, Mentor

"The mentorship process has been extremely helpful. Coming from the HVAC world into the 
complete home performance space leaves a gap in knowledge and action. Kevin Brenner has 
been exceptional on his ability to guide me to action while the committee at large has been a 
major asset to helping me build the underlying infrastructure of a successful organization 
right from the start. The time generosity and willingness of everyone to build the three of us 
into better performing businesses that are better serving our customers cannot be thanked 
enough." -David MacClintock, Mentee



Discussion Questions
• Feedback on Structure: Is this program structure workable? What sounds 

most exciting? Potentially challenging? What's missing?

• Connecting with Contractors: Any recommended channels, messages, or 
networks the program team should engage to find high-quality and motivated 
contractors? How can non-contractors support awareness raising?

• Value Delivered: What would make your participation worth the time 
commitment as either a mentor or a mentee?

• Expanding Access: Any recommendations for how the program can be 
designed to best meet the needs of emerging and underrepresented 
practicioners? Examples: Small, rural, MWBE, career transition, etc.



Become a member
Joining BPCA connects you with New York’s leading network of home performance and clean 

energy contractors. Members gain access to exclusive industry updates, direct 

communication with NYSERDA and utilities, mentorship and training opportunities, and a 

unified voice advocating for contractor needs statewide. Membership strengthens your 

business, expands your support system, and gives you a seat at the table in shaping the 

future of New York’s clean energy industry. 

execdirector@bpca-nys.org

www.bpca-ny.org



Questions



EMPOWER+ PROJECT LIFECYCLE

EmPower+: NYHEP Enrollment Lifecycle
Workflow is linear. Enrollments may be returned to a previous step for revisions.

Responsible Party:

Customer 
Application

Contractor 
Assignment

Enrollment 
Acceptance

Workscope 
Submission

Workscope 
Review

Provisional 
Approval

Final Project 
Submission

Final Project 
Review

Funding 
Allocations Payment

CLEAResult TRC Contractor NYSERDA



EMPOWER+ PROJECT LIFECYCLE

Comfort Home: NYHEP Enrollment Lifecycle
Comfort Home enrollments have a 30-day prompt submission policy for Assessments 
and Installs..

Responsible Party:

Create 
Customer 

Record 
(if necessary)

Create an 
Enrollment

Assessment 
Started

Assessment 
Review

Install 
Started

Installation 
Review

Installation 
Funding 

Allocations
Payment

CLEAResult Contractor NYSERDA



Payment Timeline
Enrollments at the Funding Allocations workflow step will be reviewed for funding 
determination. Once approved, the enrollment is included on an invoice sent to NYSERDA 
for payment.

• EmPower+ invoices are submitted to NYSERDA every Tuesday and Thursday
• Comfort Home invoices are submitted to NYSERDA every Wednesday

Holidays may impact the payment process.

• Example: If an EmPower+ enrollment moved to Funding Allocations on a Friday, it will be 
reviewed on the next invoice day (Tuesday) for payment approval. Once submitted to NYSERDA, 
the contractor should receive payment within 2 weeks.

Payments are made by ACH or check (if necessary). 

PAYMENT TIMELINE

Changes to payment information, can be made here: https://nyserda.jotform.com/team/operations/EFTForm 

https://nyserda.jotform.com/team/operations/EFTForm


PAYMENT TIMELINE

Remittances

The Invoice Number and Payment 
Message fields can help identify which 
enrollment the payment is for.

In this example, there are positive 
payment lines and negative 
recoupment lines (shown with 
parentheses). 

Recoupments are most often 
processed because of a QA/QC issue 
being identified. 

When this occurs, outreach to the 
contractor happens before the 
recoupment is processed.



QUALITY ASSURANCE

Quality Assurance
NYSERDA’s Standards and Quality Assurance team provides 3rd party Quality Assurance 
(QA). QA inspections involve verification of the contracted scope of work accuracy of site 
analysis, and verification that installations are consistent with program requirements, 
Building Performance Institute (BPI) standards, National Renewable Laboratory (NREL) 
Standard Work Specifications (SWS), and the New York State Uniform Building Code as 
they relate to the overall quality of the installation.

The QA inspection report will provide a list of all non-conformances identified. The report 
will provide an overall score of the project inspection and identify a pass or fail.

Deficiencies identified during SQA inspections are reported for follow up and tracked by 
Program.



QA Inspection Reports
The QA inspection report will provide a list of all non-conformances identified. The report 
will provide an overall score (1-5) of the project inspection and identify a pass or fail. 

Participating Contractors are required to respond to NYSERDA with proof of corrective 
action for all non-conformances. A failed inspection report must be either disputed within 
15 days by responding to the Salesforce Project Inspection record or remedied within 30 
days. Sufficient evidence of remediation must be provided to NYSERDA via Salesforce, 
documenting the completion of required actions.

NYSERDA may, at its discretion, conduct a field verification of the remediated installation.

QUALITY ASSURANCE

Contractors should encourage their customers to agree to QA inspections when contacted after their project completion.



QUALITY ASSURANCE

Quality Assurance assistance for Comfort Home should 
be directed to support.residential@nyserda.ny.gov 

EmPower+ QA Process

To review and address the issued 
Corrective Action Reports, you need to 
sign into Salesforce.

Under the Project Inspections tab you 
can find currently un-resolved CARs 
awaiting your action by  sorting the 
status and clicking into any marked 
"Report Issued – Corrective Action 
Required".  

A detailed walk through of this process 
will be provided later in the training 
modules.

mailto:support.residential@nyserda.ny.gov


Contractor Status Designations
Review Section 10.1 of the Program Manual for more information on contractor 
participation status designations.

QUALITY ASSURANCE

Participation Status
• Provisional
‐ New contractors. Limited to 20 projects total.
‐ In first 6-months demonstrate work quality 

through SQA inspections.
‐ Must have 3 project completions meeting 

minimum QA standards by the 6th inspected 
project or within one year.

• Full
‐ Good standing. Inspection rate of 5-10%.

• Inactive

Disciplinary Status
• Probation
‐ Minimum 90-day timeline.
‐ May include higher QA rate requirements.

• Suspension
‐ May not complete additional work.
‐ May include higher QA.
‐ Must meet requirements outlined in NYSERDA 

suspension letter.

  

https://hpwescontractorsupport.com/2022-2023program-manual/


Questions



NEED HELP?

Who Do I Call?

Customer Engagement and Enrollment 
Contractor
• Implementor: TRC

• 1-866-NYSERDA

• 1-877-NYSMART (Customer Support)

• Call-center support for customers to answer 
questions about program offerings and assist
with customer enrollment and applications to 
EmPower+. Process customer applications for 
EmPower+ and provide income verification 
services for program incentives.

Program Operations and Technical Support

• Implementor: CLEAResult

• 1-800-284-9069, calls will be routed to person best 
able to assist

• support.residential@nyserda.ny.gov

• Customer support once an application has been 
approved as well as programmatic and technical 
support for contractors in the EmPower+, Comfort 
Home and Residential Energy Assessment 
programs.

Customer 
Engagement

Application 
Processing

Income 
Verification for 

Program 
Incentives

Application 
Approval

Post-Application 
Approval 
Customer 
Support

EmPower+, 
Comfort Home &

REA NYHEP 
Workflow

Programmatic & 
Technical 
Support

Invoice 
Processing

TRC CLEAResult

mailto:support.residential@nyserda.ny.gov
mailto:support.residential@nyserda.ny.gov


NEED HELP?

Additional Support Options
The Program Operations and Technical Support team offers multiple options for 
assistance. These options are available Monday-Friday from 8:30 AM to 5 PM, except for 
certain Holidays.

• Phone
• 1-800-284-9069, calls will be routed to person best able to assist.

• Email
• support.residential@nyserda.ny.gov

• Chat

• Web to Case

• Online Scheduling Tool

• Site Visits (in-person & remote)



NEED HELP?

Chat

Click the chat button in the lower right corner of the 
Contractor Support Site to begin a chat session with an 
agent. When finished with the chat, click the three dots
at the top and select End conversation.



NEED HELP?

Web to Case

Click Submit aCase on the Contractor Support Site to use the web form. A
confirmation email will be sent to you after case creation and an agent will
reach out to you directly.



Online Scheduling Tool
Click “Book Appointment” on the Contractor Support website to utilize the Contractor Support 
Online Scheduling Tool. Select a Service Type and date/time that works best for you. 

NEED HELP?

Click on Book 
Appointment on the left 

side of the website

Review the meeting 
options, Click Book an 
Appointment button

Select the service and 
provide information why 
the meeting is needed.

https://hpwescontractorsupport.com/welcome-to-the-contractor-support-online-scheduling-tool


NEED HELP?

Site Visits
CLEAResult conducts on-site inspections to assist Participating 
Contractors and Customers for a variety of reasons including:

*Required for New Contractors with Provisional Status

Please work with CLEAResult when they reach out to schedule a 
site visit. Contractors can also request on-site or remote 
inspections through Contractor Support.

support.residential@nyserda.ny.gov   |   (800) 284-9069

Remote Inspections Available

Live-service video solution to 
perform remote inspections.

• Call into Contractor Support

• Link is sent directly via SMS text 
to a phone number

• Join the live call without the 
need to register an account or 
download an app

• Embedded features such as 
guides, mark up tools, file 
sharing and chat enhance the 
interaction

• Home Energy Assessments*

• Workscope Development 
Options*

• Quality Control (QC) of In-
Progress Projects*

• Customer Concern Resolution

• Quality Assurance (QA) 
Resolution

• Internal Quality Management 
(IQM) Plans

mailto:support.residential@nyserda.ny.gov


Questions
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