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INTRODUCTION:

The goal of the home performance industry is to reduce energy consumption in California homes, drive wealth to
families through lower energy bills, reduce carbon emissions, and create thousands of jobs and small businesses.
We strive to develop a system where energy efficiency is treated as a resource and public programs are designed to
support private enterprise, investment, and innovation.

This document describes the sales process for a home performance project and visually outlines the pros and cons of
(1) the current home performance workflow under the IOU Whole House Upgrade Programs as implemented under
Energy Upgrade California (Energy Upgrade) and (2) the contractor’s ideal workflow that provides homeowner friendly,
minimally disruptive project delivery (see Figure 1: Workflow under Energy Upgrade California Program and Figure 2:
Best Case Scenario — Ideal Number of Home Visits).

Most homeowners discover the whole-house approach to energy efficiency through a “pain point” such as a furnace
replacement, high energy bills, or a cold and drafty house, or while planning a remodeling project. As a considered
purchase, a home performance project is typically sold because the contractor is able to diagnose the problem, explain
its causes, and implement an integrated solution tailored to that homeowner’s goals and budget. In his/her role as
“house doctor,” the home performance contractor uses good communication skills, building science techniques, and
years of construction experience to create a custom plan to provide not only energy savings, but additional non-energy
benefits that are often the “deal makers,” such as comfort, good indoor air quality, home safety, improved building
durability, and the potential for increased resale value — to deliver a total value proposition that goes beyond simple
return-on-investment.

Making changes to a home, whether a remodel or home performance upgrade, requires homeowner participation and
disrupts the household as work is performed. Current Energy Upgrade duplicative QA testing creates an additional
challenge: homeowner confusion. Home performance contractors are equipped to address these challenges using
industry best practices and building science standards to deliver maximum energy performance results with minimum
demand on homeowner time and resources. The recommendations in this paper are designed to leverage the
experience of home performance contractors to improve the workflow of the Energy Upgrade California program and
generate successful projects with verifiable savings, customer satisfaction, and ultimately widespread uptake.
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Energy Upgrade Contractor’s Process Flow

Figure 1: Workflow under Energy Upgrade California™ Program

Key: - [ REVISE } - All homeowner costs below assume a 2,500

sq. ft. or less home with one HVAC system.

Most leads are directly generated by the contractor’s outreach to their
existing customer base by up-selling services, by creative lead
generation, and/or by converting traditional inbound contact streams
from one upgrade to multiple line item projects.

~$500 to $700 fee — high upfront cost to homeowner.

No work scope developed and likely no combustion safety test
conducted.

HERS topic can be used to promote consumer rights protection option.
Asset rating doesn’t provide accessible info on how the energy upgrades
improve homeowner’s quality of life, reduce their energy use, and
provide energy and non-energy value.

HERS rater discussions with homeowner lack sense of urgency and/or
upgrades are highlighted in improper loading order coupled with
unrealistic pricing . Information provided to homeowner by multiple
providers can be conflicting.

Contractors typically don’t sell a job on 1% visit, this product/service can
require one or two more visits

To educate customers on the full value of this “considered purchase”
takes time, effective communication, and trust

e Sponsor trainings for contractors on phone sales and building trust

il

Energy Upgrade

Program Manager o Difficult and inconvenient for homeowners to accommodate multiple
. . Test-in visits with Rater, Contractor, and QA
Requires Test-in QA ’ ’
a e Multiple Test-ins cause confusion about who the expert is and interferes
with building customer/contractor trust and establishing the
communication needed to convert a lead into a project

Homeowners often take off at least one day off work to be home during
an upgrade project

Many homeowners have one spouse take off every day of install, which
typically takes from two to four days

Necessary in moderation. First few jobs require QA until contractor

demonstrates proficiency followed by spot checks. Every job submitted

between QA visits should be fast tracked for high quality, high volume

contractors In order to meet State energy goals.

program Manager e QA must not be compromised. Focus on punishments for violations (up
to and including delisting) rather than higher QA rates.

~
J

Requires Test-out QA

* e Optional; homeowner needs to understand the value-add of a rating and
that it is not required to complete a project
HERS Whole House Rater o Difficult to coordinate Rater visit with Energy Upgrade contractor
Performs Rating after e $250 to $750+ cost depending on size of house, and who performed

test-in and/or HVAC compliance verification

Energy Upgrade is complete

Redundant QA process, must be eliminated to streamline

Repeats Energy Upgrade contractor Test-out

Difficult to coordinate QA visit with Energy Upgrade contractor and
homeowner

We recommend using the National BPI QA model instead of State-
specific requirement

I
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Energy Upgrade Contractor’s Process Flow

Figure 2: Best Case Scenario —ldeal Number of Homeowner Visits

HERS Whole-House ratings and Cal Certs QA should be eliminated. Pre-
approval QA must be done simultaneously with Contractor’s Test-In. Clear
benefits derive from this structure for success.:

e Reduced inconvenience and cost: Homeowner’s will not be
inconvenienced by multiple Test-in visits. Significant reduction in
associated consumer costs: homeowner’s time/lost income, HERS
whole-house rating (~$500-$700)

e No redundant testing: Energy Upgrade QA oversees and grades
Contractor testing in real time. Testing conflicts between QA and
Contractor can be significantly reduced by working together toward a
common goal: 100 percent customer safety AND satisfaction. Important
Note: QA program’s soft skills training must emphasize that conflicts are
to be communicated in private.

e Clear homeowner communication: Eliminating multi Test-ins means the
homeowner will receive a clear concise message and project plan from
the Energy Upgrade Contractor, which leads to increased trust.

e Examples of success: A streamlined Test-in/project planning process will
result in profitable Energy Upgrade contractors, which will encourage
more contractors to join the industry.

e Coordinated energy modeling: If energy modeling continues to be
required, immediately after a QA visit, the QA and auditor (and/or
Energy Model Admin) complete energy modeling of project house to
expedite project approval.

e Improved job planning and turnaround time and increased trust in
contractor and overall satisfaction

o Improved customer satisfaction leading to increased referrals

o Establish Energy Upgrade California contractors as THE HOME
PERFORMANCE AUTHORITIES and homeowner confidence in “Trust,
Capability, Impact, and Proof that Total Value Justifies the Cost”

e Create industry capacity to reach State energy goals

e Contractors typically don’t sell a job on the 1% visit; this product/service
requires one or two more visits to ensure both homeowners participate
in decision

e Homeowners often take off at least one day of work to be home during
an upgrade project.

e Many homeowners have one spouse take off every day of install, which
typically takes from two to four days.

e Higher likelihood that our target homeowners can accommodate this
reasonable time requirement (two to four days)

Fewer contractors will side step the Advanced Path program or opt to
offer the least savings/least cost Basic Path option

e More contractors would join the program seeing less program friction

e Again, HERS whole-house rating should be optional and CalCERTS Test-
out QA should be eliminated.

e Energy Upgrade QA Test-out must be done at same time as Contractor’s
Test-out with the timing decision led by the homeowner’s availability.
We must maintain a sense of urgency to ensure swift rebate processing.
e The benefits of streamlining QA process were previously outlined above.
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Energy Upgrade Contractor’s Process Flow

CONCLUSION:

Our goals are consistent with your goals. The current energy efficiency program is not designed to allow California to
even come close to its goals. Streamlining will undoubtedly increase contractor participation and drastically increase the
number of jobs performed. The high number of homeowner touch points, homeowner confusion, and the likelihood
they would walk away from best home improvement they could ever make will be minimized. Let’s work together to
streamline the process for the betterment of all Californians and Energy Upgrade California contractors who want to
rebuild it right. Again, we strive to develop a system where public energy efficiency programs are designed to support
private enterprise, investment, and innovation, not hinder it. It’s time we move forward together to reach our common
goal. We thank you for your time and consideration.
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