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Change of Service Provider Process for HPCs 

 

If a customer has been served by the Mass Save program within the past two 

years, they should work with their original contractor unless a change of service 

provider (COSP) is approved. 

 

If you determine a COSP is necessary to schedule a customer 

Steps: 

1. Enter the customer into Savvy.   

 

During customer validation you may discover that there is historical data 

showing that a previous HEA took place less than two years ago. If your 

company did the previous visit, simply request approval for an Unpaid HEA. 

If you do not know which contractor conducted the previous visit, then 

request approval to serve the customer with a COSP. 

 

2. Provide clear notes to Abode with any other context you have about 

why the customer is seeking a new HEA with a new contractor. 

Include specific details about this customer’s previous experience as 

well as the name of previous contractor if known. 

 

3. Abode will consult with the previous contractor, and possibly the customer as 

well, to determine whether a new HEA will be approved.  A determination will 

be made usually within 3-5 business days. 

 

4. The customer should expect to receive a call from their previous contractor 

and possibly Abode, as part of the determination.  Sometimes it turns out the 

customer has specific needs that can be addressed without a new HEA. 

 

5. Prepare the customer to wait about a week for a determination, and if you 

are putting them on your calendar give yourselves as week or more also. 

 

6. You do not need to tell the customer to contact anyone else. 
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If Abode sends you a CoSP request 

Steps: 

1. Abode will email you with as many details as we have about the request.   

 

2. We ask that you contact the customer asap to understand the issues, and 

then decide whether to retain the customer for yourselves or release them 

to another contractor.   

 

3. If we have not heard from you after 3 business days, we will release the 

customer to the requested contractor. 

 

4. Occasionally, Abode will grant a COSP on the HPCs behalf, in cases where 

the customer is highly escalated and it is clear that the best way to protect 

the customer experience is to move forward with a different contractor.  

Abode will email you to let you know when such a situation has occurred. 

 

After a CoSP has been granted 

Steps: 

1. If you initiated the COSP in Savvy, then we will approve the Final Manual 

Eligibility tasks which will move the audit project forward into the Scheduling 

stage.  You may or may not receive any other communication from Abode. 

 

2. If a customer contacts another Lead Vendor for a COSP and requests to work 

with you, Abode will email you with the customer’s contact information so 

that you can reach out to schedule an HEA. 

 


