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Introduction

This document summarizes CBPCA’s approach to the verification of jobs completed by our Home
Performance with ENERGY STAR® (HPWES) contractors. This approach is in response to the
guidelines and requirements of the Home Performance with ENERGY STAR® national program.
The CBPCA approach is used for our Utility programs in both Northern and Southern California
and represents a model for statewide use in the future.

CBCPA verified HPWES contractors receive prominent placement on the CBPCA website. The
website posting explains that HPWES contractors actively participate in our Quality Assurance
Program.

CBPCA Quality Assurance Process

Any contractor who wants to be eligible for 2010 whole house performance and prescriptive
utility incentive programs must participate in the CBPCA Quality Assurance Program. Also, only
CBPCA verified HPWES contractors will be allowed to use the Home Performance with ENERGY
STAR® logo and name in marketing materials, signage, business cards, or any other materials.

In order to opt into the CBPCA Quality Assurance program, contractors use the CBPCA
JobsDataReportingTemplate to report any home performance jobs each quarter. After the initial
three verifications, each contractor will need to work with CBPCA staff to schedule an average
5% of their jobs be verified (15% if participating in the prescriptive path program). Details are
provided in the Quality Assurance Program Requirements below. If a contractor has questions
about their reporting status or want to discuss options for reconciling their records with our
requirements, contact Kristin Elsmore at kristin@cbpca.org or 888-352-2722.

Contractor Referrals

Verified contractors in good standing with the California Home Performance with ENERGY
STAR® Program receive seniority in receiving referrals. Contractors must submit jobs on a
consistent quarterly basis, comply with all quality assurance procedures and perform quality
work to be at the top of the list for future homeowner referrals.

Quality Assurance Program Requirements

If contractors haven’t already, they will need to read the Contractor Participation Agreement,
sign and return the signature page only to pat@cbpca.org in order to officially participate in the
Home Performance with ENEGY STAR® Program.

Use the CBPCA JobsDataReportingTemplate to report all home performance jobs. A home

performance job is defined as one where a Home Performance Assessment (HPA) test-in is done
to initially investigate the home system issues. Then a comprehensive list of recommendations is
made and explained to the homeowner emphasizing the most-effective energy efficiency
measure that should be taken to lower energy bills and increase comfort, safety and durability
California Building Performance Contractors Association
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of the home. Once recommended measures are installed and/or upgraded the contractor
performs a test-out to verify that his/her own work was effective. We suggest that contractors
incorporate this information into their testing process and records collection system so they can
be sure to collect this information while out on site at a test/job.

For each job that will be verified, our jobs reporting process
requires that contractors provide:
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Each new contractor who would like to become a verified
HPWES contractor will need to have their initial three jobs (required information = orange rows)
verified. See “Verification” section below for more details.

Contractors are required to report jobs at least quarterly to remain in good standing with the

HPWES program. See “Job Reporting” section below for more information.

Note: Once the first verification is satisfactorily completed, the contractor will be listed on
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given login/password information to access the ENERGY STAR® website and marketing
materials, and be eligible to use the ENERGY STAR® logo on their company marketing materials .
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Homeowner Relations

In order to provide a truly independent third party quality assurance, we request that the
contractor not be present at the time of the verification (unless it is the first verification where
mentoring is also taking place). We have developed these verification guidelines with
contractor’s concerns in mind, and welcome contractors to contact us if there are any questions
about the verification process. We are open to discussing adjustments to the process in
individual cases. See “Verification Visit” section below for more information.
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About our Verifiers

CBPCA Verifiers are subcontractors who have exceeded the minimum requirements of our
Home Performance with ENERGY STAR program. These contractors have demonstrated their
commitment to CBPCA as valuable members over the years by producing high quality home
performance contracting services in California. They have been through essentially all CBPCA
training and certification programs, including BPI certification and HERS. Their technical
knowledge is extremely high and they have extensive field experience. Generally they are CBPCA
trainers or HPWES contractors or both. CBPCA knows and trusts that our verifiers are top tier
contractors in the home performance industry.

Note: all verifiers sign CBPCA’s Privacy Policy to guard our contractors’ privacy with respect to
sensitive information we receive.

Job Data Collection, Mentoring and Sampling

Job Reporting

Contractors have two options for reporting jobs: the first option is to submit the
JobsDataReportingTemplate and Utility Bill Data to jobs@cbpca.org; the second option is to go
online to www.cbpca.org/contractors/jobsreporting.html and upload the

JobsDataReportingTemplate and Utility Bill Data via the Online Job Reporting Form.

We do not require full homeowner names or contact information until we select a home for
verification, in order to meet some contractors’ concerns about their proprietary client-base
data.

We keep a Jobs Record that contains all jobs submitted by every contractor each quarter. The
Job Record is used to compose the quarterly program data that is sent to the national Home
Performance with ENERGY STAR® program and utility programs.

In order to remain in good standing in the HPWES program, each HPWES contractor is required
to report jobs at least quarterly. They are due by the tenth business day after a given quarter
has ended (April 14™, July 14", October 14™, and January 14™). HPWES contractors who do not
report jobs and/or participate in the Quality Assurance program for two consecutive quarters
will be dropped from the Home Performance with ENERGY STAR® program and removed from
the CBPCA website and will have to stop using the HPWES name and logo.

Mentoring

All new HPWES contractors who are not yet verified have the option to receive mentoring in
addition to verification on their first reported job. The verifier will spend half a day with the
contractor at the job site on the day the test-out is to be performed. The verifier focuses on
doing a complete and correct home test out while addressing any missed opportunities for
deeper energy savings. They will ensure test-out procedures follow BPI Technical Standards and
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proper health and safety measures. They will also provide tips about customer relations.
Verifiers can provide HPWES business model alternatives when appropriate. The purpose of
mentoring is to ensure HPWES contractors are using the whole house approach and providing
quality home performance services to customers under the brand of ENERGY STAR and Utilities
in California.

CBPCA will select the jobs to be verified using the Jobs Record, and work with the contractor to
contact the homeowner and schedule the verification. See “Verification Scheduling” below

Sampling

We do separate sampling for each contractor. Sampling is not strictly random; we begin
sampling as soon as the first three (3) jobs are verified. After the initial three, the verification
rate of 5% is maintained (i.e., one verification out of every twenty jobs reported, on average) for
whole house performance paths. There is a 15% verification rate (i.e., one verification out of
every seven jobs reported, on average) for prescriptive paths. This allows for early feedback on
problem areas. The sampling rate may be adjusted at the discretion of CBPCA QA staff for any
given contractor who received verifications results with poor outcomes or conversely with great
outcomes. If a contractor received poor marks they will be required to fix the deficiencies based
on the corrective action given and their next project will need to be verified. If persistent
deficiencies are found, the contractor will jump to a higher sampling rate and will be offered
mentoring over the phone or on site as seen fit. Contractors with outstanding verification
records may be offered a low sampling rate, such as 3% jobs verified.

The homes selected for verification will not be announced to the contractor until after the work
has been completed (this does not apply to the first verification which may include mentoring
on the test-out day). At this time the contractor will need to provide additional job information
to CBPCA such as proposals, detailed scopes of work, homeowner summary reports,
comprehensive list of recommendations, and homeowner agreement. All the information is
provided to the verifier with information that might reveal the contractor excluded.

Health and Safety

All CBPCA HPWES contractors and verifiers abide by the Building Performance Institute - Health
and Safety standards. They must have all the necessary personal safety equipment required by
OSHA. Required safety equipment includes, but is not limited to:

e Fitted respirators with canister filters
e Dust masks

e Gloves

e Protective clothing

e Safety glasses

e Hard hats, as required
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Verification Scheduling

We are willing to work with contractors to incorporate verifications into their job processes,
with the goal of minimizing the disruption to customers and contractors. Our standard
approach is to review submitted job reports and select the property to be verified based on
appropriate sampling rate. We will then ask the contractor, as a courtesy, to notify the
homeowner that a verifier will be calling to schedule the verification appointment. Our
intention is to keep the contractor at the forefront of the homeowner’s experience.

The verifier located nearest to the home will be assigned the job. When the verifier calls the
homeowner to schedule the verification, he/she will explain the verification process (briefly) to
the homeowner, and answer any questions over the phone. The verifier is guided in how to talk
with the homeowner about the verification process.

Verification Visit

Instructions for the Verifier

CBPCA will provide the verifier a copy of all the items the contractor is required to submit
(JobsDataReportingTemplate, utility bills and additional job information) as part of the Quality
Assurance process. This information is critical for the verifier in order to gain an entire picture of
the project that was completed and to conduct a thorough verification.

CBPCA views this verification visit as an objective inspection of the contractor's work, and we try
to remove any bias from the process by omitting the company contact information and cost
information about the job from the documents provided to the verifier. The procedures below
are followed by the verifier with specific instructions included in the Verifier Instructions

document. The verifier is also provided with the Customer Survey and QA Report to be filled out

during the course of the verification and given to CBPCA upon completion.

About Talking with the Homeowner

We ask all our verifiers to tell the homeowner that they should contact the contractor if they are
curious about the results. If the homeowners would like to hear the results from an
independent source, they are invited to contact Kristin at the CBPCA office. Likewise, we ask the
verifiers not to ask about the identity of the contractor while they are talking with the
homeowner.

We encourage the verifier to explain about the verification process at the beginning of the
inspection: that it is a home performance diagnostic to confirm that our CBCPA HPWES
contractors are completing the testing and remediation work properly and complying with
program requirements. And, by using third-party verifiers we ensure that our CBPCA HPwES
contractors are providing quality home performance remediation for their customers. Verifier
should address any questions that the customer has about the verification and determine if the
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customer had any specific concerns about the installed work. The homeowner may be invited to
accompany the verifier on a short tour of the house to show what work was done. Overall, it is
very important the verifier presents a positive and objective attitude during all conversations
with the homeowner.

Customer Survey

The verifier asks the homeowner to complete the customer survey and can comment on any
issues on the form. The first half of the survey relates to the homeowners motivation for hiring
a contractor and the second half relates to the perceived quality of the contracting service
provided. Major attention is placed on non-energy benefits desired and realized, in addition to
the homeowners’ subjective views on energy and bill savings. The overall emphasis of this
survey is on satisfaction with the contractor as well as the results of the project.

The Inspection

While the homeowner is filling in the customer survey the verifier will begin inspecting the
home. This is a chance for the contractor to learn what remediation opportunities were
overlooked in the Home Performance Assessment (HPA), if any, which will reduce energy use in
the home, improve comfort, or address specific building performance problems, such as failures
on combustion tests. Verifiers will also provide to CBPCA feedback about how the installed
remediation measures could be done better or differently for improving home performance.

The verifier will perform visual inspections and verify test-out diagnostic results completed by
participating contractor. Verifiers are encouraged to use digital photos to capture elements of
the job that were both done well and poorly. Pictures provide an excellent opportunity to
exhibit the quality of a contractor’s work. We will share the results with the contractor and
provide constructive feedback on items done well and items that can be better. We will have
them fix any needing correction (see Corrective Action and Remediation section). In addition,
verifiers are instructed to offer suggestions for the contractor in the Verification Report. They
may use additional sheets of paper as needed.

Diagnostic Performance Testing

The verifier uses diagnostic tools as needed to verify the contractor’s reporting. Which tests
used depend on the job scope, observed results, contractor reputation, customer satisfaction,
and other factors. Diagnostic tests include blower door, duct blaster, flow hood, combustion
safety, IR inspection, and temperature variability. The results are documented on the
Verification Report and checked against the JobsDataReportingTemplate.

Emphasis here is on assuring quality installation and whether the proposed job scope was
completed as described. Also, adherence to BPI Technical Standards is required under the Home
Performance with ENERGY STAR® and Utility programs.
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Avoiding Conflict of Interest

CBPCA strives to deliver a Quality Assurance Program that is objective and fair. We view this as
an opportunity to provide feedback on home performance upgrades so our contractors will
continually improve the quality of their work.

As part of this effort, CBPCA will follow these principles to avoid conflict of interest between the
verifier and contractor:

CBPCA will not assign verifiers to review remediation jobs in which they had a role.

CBPCA will try to avoid assigning a verifier to a job where the contractor performing the
remediation has used the verifier in the past for other testing/remediation work.

CBPCA requests that our verifiers contact us immediately if they are assigned to verify a job
performed by a friend or former home performance teammate.

Verification Report and Review

The verifier will not discuss any inspection results with the homeowner. Any discrepancies
found by the verifier are reported to CBPCA and relayed to the contractor. As needed, CBPCA
will discuss with the contractor the options for correcting problems identified by the verifier.
(See section on Corrective Action and Remediation.)

The verifier submits the Verification Report and Customer Survey, both of which have space for
comments on quality, completeness or any other issue. These become part of each contractor’s
performance record and are used to monitor contractor’s improvements.

CBPCA reviews the verification documents and provides constructive feedback to all contractors
to help them address any opportunities to improve their performance on jobs completed under
the HPwWES and Utility programs. If verifiers have an issue that they prefer not to share with the
contractor, they can say so on the form or contact CBPCA directly.

Contractor Feedback and Corrective Action

Feedback is provided to all contractors in a positive manner. The following list shows general
feedback mechanisms used in the Quality Assurance Program:

If a contractor’s verification results show no deficiencies in performance and the customer
survey is positive, high marks are noted in their contractor file. Continuous high marks can result
in exemplary performance announcements on CBPCA’s e-news newsletter and/or website and
may be reported to the Home Performance with ENERGY STAR® Program.
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If minor deficiencies are found, they will be documented in the contractor’s performance file

and constructive feedback will be given that includes goals on how to prevent the deficiencies
moving forward. If the same deficiencies are repeatedly found during verifications, then a higher
verification rate may be established and/or mentoring will be done on the contractor’s next
project.

If major deficiencies are found during the verification CBPCA will conduct a phone consultation

with the contractor to discuss the issues at hand. If the conversation alludes to questions that
cannot be answered without the verifier present, then CBPCA will arrange a time when the
contractor and verifier can discuss the verification results over the phone. The verifier and/or
CBPCA will provide a scope of work for corrective action requiring that they be made within
thirty (30) days. Written documentation with pictures, where applicable, will be used as records
of completion for the remediation action. Thereafter, CBPCA can decide if additional training or
job mentoring is necessary to improve contractor’s performance and if a higher verification rate
should be applied to future jobs.

If any serious condition is found during the verification process that threatens the health and

safety of the homeowner, the homeowner will be notified and the verifier will decide to educate
the homeowner, call the fire department, or shut off appliances. Then, as soon as it is safe to do
so, the verifier should contact CBPCA and describe the situation. The verifier will address the
problem(s) as best he/she can in the short term and give the contractor a list of corrective
actions. The contractor will provide written documentation with pictures, where applicable, and
submit to CBPCA to verify the corrected actions. Additional training and job mentoring may be
required depending on the evaluation of the severity of the situation. A higher verification rate
may also be applied to future jobs.

Notifying the Homeowner about Corrective Action

In general, the contractor—not the verifier—will take responsibility for telling the homeowner
what the problem is and proposing the solution. We will offer the contractor talking points to
help guide the conversation with their customer about the deficiencies found. The verifier will
provide the contractor with a work scope of corrective actions and require the contractor to
correct deficiencies within 30 days. The contractor will provide written documentation with
pictures, where applicable, and submit to CBPCA where it will be placed in the contractor’s file
as a record of corrective action completion.

Verification Costs and Funding Sources

Other than the first verification which is FREE with CBPCA Home Performance membership,
HPWES contractors pay for each verification at a cost of $350—payments are made to CBPCA
who, in turn, pays the verifier.

Hitt
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