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COVID-19 FIELD WORK SAFETY PRACTICES 
When the Home Improvement Program (HIP) resumes, DNV GL and HIP Subcontractors are committed to following all 
CDC (Centers for Disease Control and Prevention) guidelines to ensure the safety of our field staff, the program’s 
customers, Pasadena Water and Power staff members, and the public at large over the coming months. In order to 
account for the well-being of all involved parties, we are requiring that our field staff take the following actions and 
precautions once HIP Program field work has resumed. If the evaluator, subcontractors, or inspector are not granted 
the safe access through social distancing outlined below, they have the right to refuse service. 

The HIP Program staff listed below are required to follow the guidelines described in this document:  
 Field evaluators  
 Subcontractors 
 Call Center Staff 
 Auditors 
 Any other HIP Program staff that will engage with customers in person 

PPE requirements 
 We are requiring that all field staff wear disposable gloves and a mask (cloth or disposable) during all in-person 

customer interactions. 
 All field staff are required to wash hands frequently using soap and water, and/or use hand sanitizer, before walking 

into a customer’s home and before leaving a customer’s home. 

Maintaining Social Distancing 
 All HIP Program staff who interact with customers are required to maintain proper social distancing at all times 

(minimum of 6 ft).  
 Field staff are prohibited from shaking hands with customers.  

Before Reporting to Work 
 All HIP Program staff are required to immediately communicate with their Manager if they have a fever, a persistent 

cough, or are showing any sign (s) of being sick before they leave for their field assignment (s) for the day. 
 If a HIP Program evaluator does communicate any of the aforementioned signs or any additional signs that suggest 

that they could be sick, the staff member’s Manager is required to ask the HIP Program staff member to stay at 
home until their symptoms have subsided. 

 We will immediately notify the visited customers of any potential exposure from HIP Program evaluator. 

Rescheduling Field Work Due to an Evaluator Being Unwell 
 If field work needs to be rescheduled due to a HIP Program evaluator being sick, we will inform the customer of the 

need to reschedule the work before the appointment/work is scheduled to start. 

Scheduling Evaluations 
 All evaluations will be scheduled through phone calls or over email.  
 All customer scheduling requests and all customer requests to not schedule assessments until a later date will be 

honored. 
 Call center staff will ask the customer if they have any area (s) within their home where it may be challenging to 

maintain proper social distancing. 
 If the customer communicates any area (s) of their home where it may be challenging to maintain proper social 

distancing, the call center staff person will ask the customer if they can agree to remain in another room while the 
evaluation is conducted. 



 If the call center staff person and customer (s) both agree upon appropriate measures to ensure the safety of all 
parties, the call center staff person will schedule the evaluation and will send the customer an email that lists all 
site-specific safety measures that were agreed upon during the call, if possible. 

Scheduling Installations 
 When the HIP program has been reinstated, we will call all customers that are either enrolled in the program or 

were scheduled for installations prior to the Program suspension to let them know that the HIP Program suspension 
has been lifted and to schedule/reschedule their installations. 

 We anticipate that we will be able to resume installations shortly after the HIP Program has been reinstated. 
 Subcontractors will respect all customer scheduling requests and all customer requests to not schedule installations 

until a later date. 
 Subcontractor staff will ask the customer if they have any area (s) within their home where it may be challenging to 

maintain proper social distancing. 
 If the customer communicates any area (s) of their home where it may be challenging to maintain proper social 

distancing, the subcontractor will ask the customer if they can agree to remain in another room while the 
installation is conducted. 

 If the subcontractor and customer (s) both agree upon appropriate measures to ensure the safety of all parties, the 
call center staff person will schedule the installation and will send the customer an email that lists all site-specific 
safety measures that were agreed upon during the call, if possible. 

When the Field Work Appointment Begins 
 When a HIP Program evaluator arrives on-site, the evaluator will communicate to the customer that they are 

committed to maintaining 6 feet of social distancing in their work to ensure their safety, and the safety of the 
customer. 

 The evaluator will ask the customer if there are any areas within their home where it is difficult to maintain 6 feet of 
social distancing at this time.  

 If a customer communicates any area (s) of their home where it is difficult to maintain proper social distancing, the 
evaluator will make a determination of how to proceed with their work in these situations, communicate their 
determination to the customer, and then ask the customer to recommend the best ways to ensure proper social 
distancing while conducting their work. 

 Once the evaluator has a plan in place to maintain proper social distancing, which may include asking the 
homeowner to remain in another room, they will proceed with their work.  

Conducting Evaluations 
 Evaluator will conduct a risk assessment when they arrive at a customer’s home to determine any area (s) within a 

customer’s home that pose a potential risk to maintaining proper social distancing.  
 If the evaluator has identified any area (s) within a customer’s home where it may be challenging to maintain 

proper social distancing, they will communicate this to the customer, and ask the customer to remain in another 
room while this portion of the evaluation is conducted. 

 Field evaluators have the right to reschedule an assessment for a later date if they feel that they may be risking 
their well-being by conducting the evaluation. 

Conducting Installations 
 Subcontractors will conduct a risk assessment when they arrive at a customer’s home to determine any area (s) that 

pose a potential risk to maintaining proper social distancing. If a crew member has identified an area (s) within a 
customer’s home where it may be challenging to maintain proper social distancing, they will communicate this to 
the customer and ask the customer to remain in another room while this portion of the installation is conducted.  

 Subcontractors have the right to reschedule an installation if they feel that they may be putting their well-being at 
risk during their work at a customer’s home. 

 In addition to this DNV GL best practice, our subcontractors have implemented their own standard procedures that 
align with the protocols outlined in this document. Subcontractors will also follow state, county, and municipal 
ordinances to ensure the safety of program participants and staff. 

Conducting Quality Control (QC) Inspections  
 When scheduling a QC inspection, call center staff will ask the customer if they have any area (s) within their home 

where it may be challenging to maintain proper social distancing. 



 If the customer communicates any area (s) of their home where it may be challenging to maintain proper social 
distancing, the call center staff person will ask the customer if they can agree to remain in another room while the 
inspection is conducted. 

 If the call center staff person and customer (s) both agree upon appropriate measures to ensure the safety of all 
parties, the call center staff person will schedule the QC inspection and will send the customer an email that lists all 
site-specific safety measures that were agreed upon during the call, if possible.  

 Auditors will conduct an in-person risk assessment when they arrive at a customer’s home to ensure that proper 
social distancing can be maintained. 

 If the Auditor does not feel like they can maintain proper social distancing while completing their work, they will ask 
the customer if they can remain in another room while the inspection is conducted.  

Reviewing and Signing Program Paperwork 
 Proper social distancing will be followed in all situations where a customer is required to sign program paperwork. 
 Tablet and pen will be cleaned after each customer. 

After the Field Work Assignment Has Been Completed  
 All HIP Program staff members that are traveling to conduct field work will be required to self-monitor for any 

symptoms of being unwell and will report to their Managers if they are feeling sick, have a fever above 99 F, or have 
a mild cough. 

 If any HIP Program staff member reports any of these symptoms after travel, they will be required to quarantine at 
home for 14 days. 

 We will immediately notify the visited customers of any potential exposure from HIP Program evaluator. 

Contact with Pasadena Water and Power Staff Members 
 In order to reduce in-person contact with Pasadena Water and Power staff members, all in-person meetings with 

HIP Program staff will proceed as virtual meetings for the duration of the COVID-19 risk period. 
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