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OPTION 1 - TEXT
> Locate the Q&A function by 

clicking on the question 
mark box in the lower right 
portion of your webinar 
panel.

> Type your question into the 
text field and click “send.”

Options for Q&A During Today’s Webinar - Text
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Options for Q&A During Today’s Webinar - Mic/Phone

OPTION 2 - MIC/PHONE
> Locate the “raise hand” icon in 

the toolbar at the bottom of your 
screen.

> Click on the raise hand icon to let 
us know you have a question.

> The Host will indicate when you 
have been sent a request to 
unmute, click on the unmute 
request then ask your question 
verbally through your computer 
mic or phone.
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Agenda Clean Heat Connect
• Online Demonstration

Comfort Home
• NYHEP Transition

Residential Energy Assessment 
• E-mail notifications

EmPower+
• No Heat Summary
• MyEnergy Training Schedule
• Revised Test-out Form is Live
• Heat Pump Updates
• Heating Equipment Update
• Reminder - Photo Requirements
• Reminder - Accessing Case Records



Clean Heat Connect



Clean Heat Connect 

Partners:
• 8 Manufacturers, 14 Distributors – Plan to grow to 30 partners this year

• Website:
• 26,773 Total Visits
• 9,797 Total visitors
• 32,463 Clicks on Resources & Trainings
• 1,255 NYS Clean Heat Participating Contractors

• Over 30 resources and market interventions developed

• Q3 2024 – 117 contractors engaged, 719 individual contacts through 11 events/trainings



Partners – Distributors 



Partners – Manufacturers 



https://CleanHeatConnect.ny.go
v





Technical 
Resources





















Installation 
Resources









Marketing 
Resources





NYS Clean Heat







> Adding Heat Pumps to Your Business

> Reduce Over-zoning

> Multi vs Single Head Systems

> Comfort and Health Sheet

New Resources – Coming Monday



Comfort Home



• In early 2024, we announced an upgrade from Compass to NYHEP.
• We heard your feedback about usability, system efficiency, and a desire 

to keep Comfort Home as simple as possible.
• We’ve built more time into our schedule for testing.
• We challenged the team to streamline as much as possible.
• We’re including a soft transition / ramp up period with training 

and extended support.
• We’re planning to migrate approved work from Compass to NYHEP.

Comfort Home System Update



• Testing is underway.
• Optimization taking place to streamline the data entry as much 

as possible while still meeting our reporting requirements.
• Our original schedule may move outward.
• We are still planning for a soft transition period during which contractors 

can use NYHEP or Compass.
• If we aren’t able to start the soft transition in late October, we 

are planning to extend the soft transition period into early 2025. The 
firm cutover date to NYHEP will move to early 2025. This will 
minimize changes during holiday season.

Comfort Home System Update



Question:
If there aren’t any 
approved Comfort Home 
contractors in a county,  
can a contractor from a 
neighboring county  
complete Comfort Home 
program work?

YES. 

Comfort Home doesn't limit work by 
geography or even check that contractors 
are submitting work that's in their market. 

The list of counties for each contractor is 
just for the convenience of customer 
searches on our website. We don't limit 
contractor’s work territories. 

If contractors are doing work outside a 
previously submitted set of counties, they 
can update their list of counties served by 
emailing the Comfort Home inbox at 

ComfortHome@nyserda.ny.gov

mailto:ComfortHome@nyserda.ny.gov


REA



REA Enrollments in Assessment Submission 
Step for 60 Days – New NYHEP Feature
• NYHEP will be configured to automatically cancel an REA enrollment that has been Open in the Assessment 

Submission step for 60 days.
• Upon cancelling the enrollment, an email will be sent to the primary Trade Ally contact listed in the Trade Ally 

Information section of the Applicant Information tab within the Assessment Submission step.

• All new enrollments created after enabling this feature will be subject to cancelling if the enrollment is open for 
60 days in the Assessment Submission step.

• Release of this feature will occur in the next couple of months and an announcement on the NYHEP home page 
will be posted.

• If an enrollment needs to be reopened after it gets cancelled, please reach out to Contractor Support at 
support.residential@nyserda.ny.gov or 800-284-9069. 



REA Enrollments in Assessment Submission 
Step for 60 Days – New NYHEP Feature
• In addition to this feature, a clean up effort of cancelling REA enrollments in the Assessment Submission step 

for more than 60 days will be completed.
• If your company has open enrollment(s) older than 60 days in the Assessment Submission step, you will 

receive an email with a list of the enrollment numbers that will be cancelled.
• Contractors can cancel enrollments on their own using the ‘Cancel’ outcome selection, then clicking 

‘Process’ within the Assessment Submission step.



EmPower+



No-Heat 
Guidance



• Section 5.9 Program Manual provides the current No-Heat guidance

• EmPower+ can provide assistance to customers in no-heat situations but the program is not designed as 
an emergency no-heat program. 

• The OTDA Heating Equipment Repair or Replacement Program opens on October 1 and should be the 
first referral for customers.

• No-heat equipment replacement project incentives are available up to the program heating incentive 
caps for Tier 1 (Low-Income) and Tier 3 (Moderate-Income) projects referenced below.

Tier 1 (Low-Income) - Furnace-Not to exceed $6,000 per system
Tier 1 (Low-Income) - Boiler- Not to exceed $10,000 per system
Tier 3 (Moderate-Income) - Furnace/Boiler $2,000 per heating system

EmPower+ No Heat Requirements and Updates



For 2024-2025 the following updates have been made to the No Heat Eligibility requirements:
Program has removed the requirement that the heating system failure had to occur during the current 

heating season.
Program now allows no-heat replacements for situations where a primary heating system has been 

disabled for 12 months or more and there is an alternative heating source in place

For a project to be eligible for the no-heat incentive through EmPower+ the following conditions must be 
met:
• The household is ineligible for or was denied HERR funding.
• The project occurs between October 1, 2024, through May 31, 2025.
• The Primary Heating Systems is deemed unsafe to operate and be non-repairable
• The heating system failure occurs at an owner-occupied primary residence of an income qualified 

customer

EmPower+ No Heat Eligibility



If the household is owner occupied, is Tier 1 (Low-Income) income eligible and meets one 
or more of the below criteria, a HERR denial is not required

Applicant has lived in the home less than 12 months preceding the month of 
application 

Applicant has owned the home less than 12 months preceding the month of 
application

Dwelling is a 3- or 4-unit home 
Heating equipment is inoperable due to flood, fire, or other natural disaster
Household is switching primary heating system from delivered fuels to heat pump 

technology

EmPower+ No Heat Eligibility (other)



Heating Equipment Update

• In response to feedback from Clean Energy Hubs and Participating Contractors, 
NYSERDA has made updates to Section 5.18 of the Program Manual, to remove 
the requirement that a household must have an operational heating system in 
place for home performance measures to proceed. 

• Section 5.18 of the Program Manual has been updated to reflect this change, 
effective September 27, 2024.



MyEnergy 



Starting October 25, 2024, all new EmPower+ 
applications will be processed through MyEnergy

• Usage: Contractors can continue to use the existing 
portal for SQA, Dashboards, Case Tasks, and 
Campaign Generation. Applications that are already 
started or in progress can still be submitted through 
this portal. However, please note that 120 days 
after training, these in-progress applications will be 
archived, and you will no longer be able to complete 
them. Applications initiated before October 25th 
are to be submitted via this portal.

• Access: Your existing credentials will remain 
unchanged.

E x i s t i n g
N Y S E R D A - E m P o w e r +  A p p l i c a t i o n  P o r t a l

• Usage: Beginning Friday, October 25th, all new
EmPower+ and AUP (Appliance Upgrade Program) 
applications must be started and submitted through 
MyEnergy. Previously submitted EmPower+ projects 
will be visible.

• Access: Log in to MyEnergy using your existing 
Salesforce portal credentials.

N e w
M y E n e r g y  P o r t a l

Upcoming Training Opportunities: Contractor training for the staged cut-over will commence later this month



MyEnergy Portal Contractor Training Sessions

Four training sessions will be conducted by 
NYSERDA in late October and early 
November for Participating Contractors on 
MyEnergy Portal.

Separate training dates will be scheduled for 
Clean Energy Hubs

This training will equip participants to effectively 
navigate and utilize MyEnergy, a portal 
designed to enhance residential customer 
engagement with home and building energy 
efficiency and clean energy improvements.

Register for 1 of the following sessions:
Session #1: Mon, October 21, 9-10 am
Session #2: Tue, October 22, 4-5 pm
Session #3: Wed, November 6, 9-10 am
Session #4: Thu, November 7, 4-5 pm

Office Hours will be announced in the coming 
weeks.

https://zoom.us/webinar/register/WN_5MUKvWFzSoCnlSi0wiDatQ
https://zoom.us/webinar/register/WN_l-NBuf__SmW_M_SHltqSuQ
https://zoom.us/webinar/register/WN_-rplD9x6QoKXDADBLJzXfA


Revised Test-out Form is LIVE

• Updates to the EmPower+ NYHEP test-out form are live as of September 26, 2024

• No action is required on the part of contractors, the updates have been incorporated 
into the Test-Out Form.

• Updates to the Test-Out Form include IRA incentive estimates and utility bill savings 
estimates.

• If there are any questions, please contact Contractor Support at 1-800-284-9069.



Heat Pump 
Updates



Heat Pump Rule Changes
Additional Incentive ending November 1, 2024:
On November 1, 2024 the additional heat pump incentive of $5,000 will no longer be available. 
Projects must be submitted to the workflow submission step in NYHEP to be eligible for this incentive. 
Projects will still be eligible for Empower+ and additional IRA HEAR funding. 

Change to the Acknowledgement Form Heat Pump Installation:

NYSERDA has made edits to the Acknowledgement Form Heat Pump Installation to clarify what utility 
incentives are not available for EmPower+ projects. Contractors should use this form moving forward. 
Heat Pump Commissioning Checklist:

If a manufacturer’s commissioning checklist is not available for the equipment being installed, a 
contractor may use the NYS Clean Heat ASHP Commissioning Checklist when submitting documents 
to final project submission.

https://cleanheat.ny.gov/assets/pdf/NYS-Clean-Heat-ASHP-Commissioning-Checklist.pdf


Heat Pump Training Schedule

Date Topic

10/11/24 2hr Manual J – Overview, including inputs & data gathering
10/25/24 Equipment Selection/ Manual D & S (NEEP tool) 

-Determine design heating capacity, select equipment 
-Avoiding oversizing 
-When/how to use supplemental systems- guidelines of minimum size

11/22/24 Over-sizing, Over-zoning, under-sizing with back up heat (5kw up to 20% of heating 
load)

12/6/24 Design and placement of the system, Value engineering principles and practices
12/20/24 Office Hours
01/04/25 a. Exterior Equipment Placement b. Snow shields c. Condensate lines d. 

Dehumidification e. Avoiding mold growth in heads f. Manufacturer commissioning 
checklist

1/18/25 Using Manual J in Design- Putting it all together



NYHEP inputs – Existing condition – Verifications for Manual J and provided Drawings

Avoiding Common Mistakes With Heat Pump 
Submissions 



NYHEP inputs – Existing condition – Verifications for Manual J, Manual S, and NEEP sheets,  

Avoiding Common Mistakes With Heat Pump 
Submissions 



Verify If braided funding is included: 
- Supportive documentation is provided with submission

- Amounts for each funding source is accurately reflected

- Customer contribution is accurately reflected 

- Verify that NYHEP funding allocation indicates correct amount in “Additional 
Funding Requested”  and does not exceed $5000

Avoiding Common Mistakes With Heat Pump 
Submissions 

• Verify project meets PLCE: 
- Total lifetime dollar savings is greater than EmPower+ Incentive excluding Audit, DI, pilot, Enabling

• Verify First Year Savings and Total Lifetime Dollar Savings are 
Reasonable: 
- This can be impacted by incorrect inputs on the “Usage & Fuel Information” tab



Reminders



Photo Requirements

Workscope Submission

Single aggregated file with labeled photos.

• All exterior sides of dwelling

• Refrigerator and nameplate

• Freezer (if present) and nameplate

• HVAC (Heating and Cooling Systems, Water Heater) and associated 
nameplates

• Pre-existing attic insulation levels

• Other targeted measure(s) for replacement

• Exception requests

Additional Requirements for Heat Pump Submissions
• Existing heating system

• Existing ducted systems: geo-tagged photo of the existing main plenum 
must be submitted for project approval

Final Project Submission

Geo-tagged, time-stamped and aggregated into a single PDF 
document single aggregated file with labeled photos. 

• All installed measures
• Project conditions resulting in the completion of a Field Change 

Order
• Health and safety issues identified at the start of work that prevent 

the installation of approved measures. 
• Areas that will be made inaccessible following the completion of work

Additional Requirements for Heat Pump Submissions
• Installed unit(s)
• Name plate with clear view of the model and serial numbers
• Removal or disabling of the existing system
• Existing ducted systems: Photo of static pressure testing being 

completed of the duct system with the new unit in place and the 
result of the static pressure test



Reminder: Geo Tagging 
As of October 1, all final submission photos need to be geo-tagged to meet requirements from 
the Department of Energy. These photos need to be submitted as a PDF in a single file of 
aggregated photos. There are several options for providing photos in this format:

1. The PNNL Quality Install Tool provides a method for taking pictures on site, sorting them by 
measure and geo-tagging them. It provides a simple PDF export for the pictures.

2. Company Cam and other subscription photo plans provide PDF reports with geo tagged 
photos.

3. There are apps available such as gpsmapcamera.com which will display geo-tagged 
information on photos.

4. Section 8.2 of the Program Manual has been created to provide information on EmPower+ 
Photo Requirements for Assessments and Projects



Examples of geo-tagged Photos



Photo Requirements

Acceptable Photos
• Photo is in focus and labeled.
• Equipment nameplate is legible, and photo 

labeled.
• Series of photos to show entire unit.
• All sides of dwelling.



Photo Requirements

Unacceptable Photos
• A screenshot of thumbnail images is too 

small and has a low-resolution quality.
• Photos that are too dark do not allow any 

details to be seen.
• Unlabeled photos. Without labels it is not 

clear what information is being shared.
• Photos need to show the entire unit. In 

areas with limited space, take multiple 
high/low or left/right photos.



Accessing Case Records
via Email
When an email is sent to support.residential@nyserda.ny.gov, a confirmation email will be sent to the sender.

• Subject line will mirror the original email’s subject line.
• Case number – unique ID for reference
• Reference code will be included at the bottom of the email – unique system ID helping ensure that replies to the 

original email are associated with the correct case.

mailto:support.residential@nyserda.ny.gov


Accessing Case Records
via Email 
When a support agent accepts the case and sends a response from Salesforce, it will come to the sender as an email in their inbox. 
The response email will include the reference code in the subject line.

• As communication continues back and forth via email, the reference remains in the subject line. Upon resolution of 
the case, the support agent informs the sender that their request has been resolved and the case will be closed.

• It is important to never remove the reference code from an email or subject line. This is the linkage between your 
email and the case in Salesforce. If it is removed, your response will create a brand-new case, that is separate 
from the original one you submitted.



Accessing Case Records
via Email 
When the case is closed, the sender receives an automatic email confirming resolution of the referenced case.



Accessing Case Records
Directly from Salesforce
Users logged into Salesforce can search for a specific case using the Search feature. Results will show:

• Case Number
• Subject
• Date/Time Opened
• Status

• Open
• Pending – Contractor
• Pending – Customer
• Closed



Accessing Case Records
Directly from Salesforce
Users logged into Salesforce can also navigate to the Case tab and select a View.

Use the Case information listed to identify the relevant case.

• Case Number
• Subject
• Date/Time Opened
• Status

• Open
• Pending – Contractor
• Pending – Customer
• Closed



Accessing Case Records
Directly from Salesforce
Upon entering the Case record the basic information is located 
at the top.

• Case Number
• Subject
• Case Description

The Feed tab shows all updates related to the case.
• Emails
• Case Status
• Case Owner

When a case closes the final automatic email confirming resolution of 
the referenced case will also be visible in the Feed.

Replies to message can be done in the Post  >>>

>>>



Accessing Case Records
Helpful Hints
• Keep note of your submitted cases for reference. 

• Should you need to follow up on the topic, referencing the case number allows the support agent to quickly locate 
the case.

• If you receive a resolution case email but you are unsure of what it is related to, search your inbox 
for the case number to locate the original confirmation of submitting the case. This will have the 
subject line.

• When submitting cases, ensure that the subject line is relevant and specific to the topic you are 
addressing.

• Include enrollment numbers and/or application numbers.



Questions?
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