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BBB of Eastern MA, ME, RI, & VT
290 Donald Lynch Boulevard, Suite 102
Marlborough, MA 01752-4705
Phone: 508-652-4800 | Fax: 508-652-4820
complaints@boston.bbb.org

4/26/2019

Better Business Bureau:

I have reviewed the response submitted by the business and have determined that the response does not satisfy or
resolve my issues and/or concerns in reference to complaint # 13467843. Please add your rejection comments below. 

The BBB's online complaint system kept butchering the text of my rejection comments here, so I will attach my
comments in a file. This system did not allow me to attach sufficient additional files, so I will email those separately at
this time.

Regards,

Michael Bush

 

 



Achieve Renewable Energy (ARE) claimed in its response that I had indicated 
in our March 2018 meeting that I had “extensive weatherization and air 
sealing completed by MassSave.” That claim is absolutely false. ARE should 
not be making false allegations against its customer like that—particularly 
when records and email messages exist that clearly disprove that allegation.  
 
ARE also claimed that I indicated I “was going to undertake sealing of [my 
house’s] ducting via an aeroseal contractor” and that ARE relied on those 
alleged representations to prepare its proposal for this project. That 
allegation is also absolutely false. I could not have made such a 
representation, as I did not even know what aeroseal duct sealing was before 
ARE prepared its proposal. Furthermore, ARE asserted in its response that it 
issued its proposal on March 24, 2018 in which ARE “detailed [ARE’s] 
approach and assumptions.” Yet nowhere in that proposal is there any 
mention of assumptions or representations about home construction, air 
sealing, weatherization, or duct sealing. Had I made any representations 
about those factors, ARE would have included them in the proposal. In fact, 
ARE had a specific section of its proposal devoted to “Assumptions and 
Limitations.” ARE did not include my alleged representations in its proposal 
because I did not make those representations before ARE prepared its 
proposal. I have provided a copy of the proposal to the Better Business 
Bureau. 
 
What ARE failed to disclose in its response was that in our initial meeting in 
March 2018 it was ARE’s director Lawrence Lessard who himself visited and 
examined the house. Mr. Lessard had full opportunity to assess the house 
and the elements of it relevant to this project. Obviously, it is ARE’s 
responsibility as the contractor to provide competent and accurate service to 
its customer. It was not (as ARE implied with its false allegations) my 
responsibility as the customer to ensure that ARE performed competently.  
 
ARE wrote a great deal in its response about Manual J, analyses, calculations, 
and other information not particularly appropriate to a Better Business 
Bureau complaint response. Yet ARE downplayed and barely mentioned one 
of the most glaring failings of its performance: that ARE promised in our 
contract and elsewhere that the geothermal system it would install would 
dramatically reduce our home’s heating costs and instead the system 
increased our home’s heating costs.  
 
I’m surprised that ARE chose to raise the issue of Manual J heating and 
cooling load analyses in their response, as that issue reflects poorly on their 
competence. Their claimed Manual J heating load calculation of my home 
they stated in their proposal/contract was 49,900 BTU/hour. After ARE 
installed the geothermal system in such a way that it was heating our house 
inadequately and using excessive electricity, our town’s Building 
Commissioner demanded ARE provide the Manual J report to him. The 
Building Commissioner rejected the first Manual J report ARE gave him as 
unrealistic for our house. ARE then revised its report with a dramatically 



different heating load value. The Building Commissioner accepted that far 
higher heating load value. I have now provided these documents and related 
information to the Better Business Bureau, showing ARE’s multiple conflicting 
statements of my home’s heating load. 
 
ARE claimed that I have not indicated that my home is not adequately 
heated. That is false. I informed ARE in writing many months ago that their 
system was heating my home inadequately. I have now provided the Better 
Business Bureau proof of this. 
 
ARE claimed that in early December 2018 it “recommended improvements to 
the building envelope, at ARE’s sole time and expense” and that I rejected 
that offer by ARE. I have now provided proof to the Better Business Bureau 
showing that claim is false.  
 
ARE claimed that I “sought guidance from a local volunteer” to consider my 
options. That is false. I never sought guidance from any volunteer about my 
options for this project. If ARE was referring to Carlisle HeatSmart program 
Coach Bob Zogg, Mr. Zogg had asked me to keep him informed on the 
progress of the geothermal system project as part of the HeatSmart 
program. What Mr. Zogg or ARE discussed or did between themselves was 
between them and is of no relevance to this complaint. ARE cannot shift 
blame for its conduct to some other person who does not represent me. 
 
ARE also mentioned some “third-party analysis” that concluded that my 
heating bills were reduced by their geothermal system. That conclusion 
would be incorrect. I’ve never been provided a copy of that “analysis.” So I 
cannot comment further on that than to state that based on several months 
of my actual and full data and costs (which ARE does not even have), their 
geothermal system has absolutely increased my heating costs, not reduced 
them. 
 
In its response ARE stated that it “is also clear that reducing the heating load 
of the home so that the existing GSHP system can operate more efficiently is 
a superior solution.” Yet ARE provided no support for that assertion. And 
given its extensive and unusual incompetence and failures throughout this 
project, ARE does not have the credibility to assert what solution to its 
botched system installation is best. 
 
After I informed ARE on December 5, 2018 that its system was increasing my 
heating costs, ARE admitted in its response that it took until January 10, 
2019 to recommend and offer a solution. Yet in its response ARE offered no 
apology or valid explanation for leaving its customer in that costly 
predicament for over a month. And ARE complained in its response that I did 
not respond when it eventually suggested a solution. It is obviously 
neglectful to leave a customer in that situation for over a month with no help 
or solution. And it is obviously unreasonable to expect a customer whose 
system ARE installed improperly to trust and respond to ARE after ARE 



abandoned that customer for over a month. As for ARE’s claim that it offered 
to perform its recommended insulation and air sealing measures as a 
solution to its geothermal system’s excessively costly operation, I already 
informed ARE that I performed and exceeded those measures months ago. 
Those measures failed to significantly reduce the geothermal system’s 
excessive consumption of electricity. So ARE not only failed to properly 
design and install the geothermal system, even its recommended solution to 
its failure failed. I cannot fathom why ARE would mention in its response that 
it offered to perform those measures as a solution when ARE was informed 
over a month ago that those measures proved insufficient.  
 
In its response ARE claimed that I demanded a “full refund.” That is false. I 
have never demanded a refund. I have demanded compensation for the past 
and pending costs ARE has caused me to incur to correct this botched 
geothermal system installation and other aspects of ARE’s misconduct. I 
specified, explained, and justified all those costs in the letter delivered to 
ARE on March 13, 2019. ARE has failed to pay those costs, hence my 
complaint to the Better Business Bureau.  
 
My attorney previously warned ARE’s attorney about unscrupulous attempts 
to silence me as an aggrieved consumer. ARE apparently disregarded that 
warning and still does not grasp how abusive and malevolent it looks when it 
attacks or attempts to silence an aggrieved customer. In its response ARE 
claimed by my filing complaints with relevant entities such as the Better 
Business Bureau and warning ARE that I might inform others of my 
experience with ARE that I was not acting in good faith and was committing 
“extortion.” For a business to claim that a customer telling others of his 
experience in an effort to obtain just compensation constitutes extortion is 
absurd. Customers routinely leave reviews of businesses and it is normal and 
appropriate for aggrieved customers to file complaints. This is why the Better 
Business Bureau complaint system exists. If a company cannot stand for a 
customer to inform others of their experience with that company, then 
clearly that company should not be in business. It reflects poorly on ARE’s 
character that it would make ridiculous accusations of extortion against a 
customer it had failed and wronged. If an attorney approved such meritless 
accusations of extortion, it would reflect poorly on the attorney’s competence 
and ethics. To give ARE the benefit of the doubt, I will assume ARE did not 
have an attorney review their response before submitting it to the Better 
Business Bureau. 
 
ARE also asserted in its response that the MA Attorney General’s office 
“offered to assist in resolution” and that I indicated that I “did not wish to 
resolve the issue.” That is absolutely false. I never declined the MA Attorney 
General’s assistance. I expect the MA Attorney General would want to know 
that ARE has made false allegations involving its office. I will now provide a 
copy of ARE’s response including its numerous false accusations to the MA 
Attorney General’s office. 
 



As ARE noted in its response, the Massachusetts Clean Energy Center 
provided a grant to cover a portion of the cost of this project. ARE asserted 
that I attempted to have the grant “diverted” to me, which is misleading. 
Had I intended to deny ARE the grant money, all I would have had to do is to 
ignore the Mass CEC’s project completion form. I merely inquired with the 
Mass CEC if they could pay the grant to me and I’d pay ARE. The Mass CEC 
replied to me by email and stated they would pay the grant to me. Fifteen 
days later they changed their mind and said they would pay the grant to 
ARE. I thanked them for the update and made no objection. That same 
month I signed the Mass CEC project completion form, releasing the grant 
money to ARE. So for ARE to claim I acted in bad faith is both inaccurate and 
a shameless distraction from my complaint to the Better Business Bureau. It 
is also unwise for ARE to raise this topic, as this now exposes the fact that 
ARE installed the geothermal system in such a deficient fashion that it is not 
eligible for the Mass CEC’s grant. The Mass CEC’s GSHP Program Manual 
specifies precise performance requirements for geothermal systems to be 
eligible for their grants. I have kept thorough, detailed logs and records of 
the geothermal system’s performance over months and the geothermal 
system clearly has not met even the minimum requirements of the Mass 
CEC.  
 
ARE claimed in its response that it did not botch the geothermal system 
installation and the installation is consistent with ARE’s proposal and the 
manufacturer’s installation instructions.  
Yet the proposal promised the system would dramatically reduce our home’s 
heating and cooling costs. And it goes without saying that ARE was obligated 
to provide an accurate proposal and perform competent work. Because of 
ARE’s botched installation of the system, it has instead increased our heating 
costs and failed to meet the Mass CEC’s requirements. ARE failed to comply 
with the law on two out of two of the permits required for this project. 
Clearly, those careless mistakes are inconsistent with the proposal for this 
project and how the manufacturer would want their equipment installed. I 
had used the term botched to describe work of that quality. But the terms 
deficient, bungled, or improper might suffice if ARE objects to the term 
botched.  
 
ARE took exception to my pointing out that ARE grossly misstated the 
heating needs of our home. And ARE repeated the same false accusation that 
their gross misstatement of the heating load of the home was my fault. I 
have already refuted that false accusation earlier in this response so I will not 
address that again. But it does bear noting that ARE made no less than three 
conflicting statements as to the heating load of our home. That fact seems to 
undermine ARE’s claim that “an error was made in calculations or design but 
there was no intentional misstatement.” How many times can a heating 
system contractor “unintentionally” misstate the heating needs of the same 
house? I have provided proof of ARE’s conflicting misstatements to the Better 
Business Bureau. 
 



ARE told the Better Business Bureau in its response that I am a “difficult and 
demanding client.” The inappropriateness of that remark is self-evident. ARE 
also claimed that it never ignored my messages. That is false. ARE ignored 
my messages for days and weeks at a time during the project. Again, it is 
foolish for ARE to deny facts of which there is proof. 
 
Though I believe ARE’s list of its electrical work that failed inspection is 
incomplete and inaccurate, I will not bother to argue that point. The fact that 
ARE admitted in its response that its work failed inspection and yet 
proceeded to downplay that and quibble over the adjective I used to refer to 
their deficient work again reveals the contempt ARE holds toward the law and 
its obligation to perform quality, competent work for its customer. 
 
In its response ARE claimed I “complained to the Carlisle Building 
Department.” That is inaccurate. When I realized that ARE botched the 
installation of the geothermal system in my home and was not handling the 
matter honorably, an experienced heating and air conditioning contractor 
suggested that I determine if ARE obtained the permits required by law for 
this project. I then contacted my town’s Building Department in March 2019 
and they informed me that ARE failed to obtain the required sheet metal 
permit to have worked on our ducting and that their electrical work failed 
inspection back in November 2018. ARE had never informed me of either of 
those issues. And ARE inaccurately claimed in its response to this complaint 
that “our licensed subcontractor obtained the required permit.” The truth is 
that because ARE’s subcontractor performed this work without the permit 
required by law, the Building Commissioner issued ARE a town-wide cease 
and desist order. The Building Commissioner only lifted that cease and desist 
order once ARE’s ducting technician paid a fine for working without a permit. 
I have now provided documentation to the Better Business Bureau showing 
this. 
 
Furthermore, ARE erroneously stated in their response that, “correspondence 
from the Building Department resolves this issue.” The Building Department 
is not ARE’s aggrieved customer—I am. And the fact that ARE performed 
work on our home’s ducting without a permit means that their work has also 
not been inspected.  
 
In its response to this complaint ARE claimed that I did not provide any 
specifics in my complaint regarding the ductwork not meeting basic 
standards. I already provided that information to ARE twice before and there 
was no sense in repeating those details in a Better Business Bureau 
complaint.  
 
As I mentioned in my complaint, ARE left a dangerous open trench across 
our property. Specifically, ARE dug a trench across my driveway and left it 
open and uncovered for a full week. That was not only dangerous itself but it 
also forced us to enter and exit our driveway via a sharp blind curve in the 
road. ARE told me in writing that it would not leave the trench open yet it did 



so anyway. And ARE left it that way for several days after I informed ARE it 
was endangering us. For ARE to dismiss this issue in its complaint response 
by merely claiming that the trench it left open did not meet Massachusetts 
law’s narrow definition of a trench further reflects the callous disregard ARE 
has repeatedly demonstrated for its obligations to me as its customer and my 
safety.  
 
In ARE’s response it disputed my complaint that ARE billed me for money I 
did not owe them numerous times. I don’t know whether ARE truly believes it 
did not do that and has not bothered to check on that or whether it is 
knowingly making another false assertion. Rather than denying its 
misconduct that I have proof of, if ARE does not want to bother verifying 
anything it would be wiser for ARE to simply decline to comment on it. 
 
ARE’s response claimed my complaint was “hyperbolic.” There was nothing 
hyperbolic about my complaint. My complaint’s statement that “Achieve 
Renewable Energy’s installation of a geothermal heating and cooling system 
in our home was the most disastrous and regrettable home improvement 
project I’ve ever experienced” was genuine. My describing their project as 
awful and the adverse financial impacts it has had on me is not hyperbolic 
and for ARE to refer to it that way reveals the contempt ARE holds toward its 
customer. My statements were factual and truthful. And my characterizing 
Mr. Lessard’s and ARE’s conduct as shameful was accurate, not exaggerated. 
Prior to this project with ARE, I hired over a dozen home repair and 
improvement contractors of various types over many years. Some projects 
were small and some were large. Some contractors made numerous mistakes 
and some were better than others. But ARE was by far the worst. I never 
filed a complaint against a home contractor with the Better Business Bureau, 
the MA Attorney General’s office, or any other entity until this project with 
ARE. By way of illustration, when another general contractor’s subcontracted 
electrician’s work failed inspection in my home, that contractor apologized to 
me and gave me a refund sufficient for me to hire a more competent 
electrician to fix the work. Contrast that honorable handling of such mistakes 
with ARE’s nonexistent apology and blaming me for refusing to allow their 
incompetent electrician back in my home. So it is relevant and accurate for 
me to compare ARE’s performance against that of other contractors and to 
characterize ARE’s conduct as awful and shameful. 
 
As my attorney already communicated to ARE, my previous offer to settle 
this matter for $52,460.23 so that I can pay competent professionals to fix 
this botched system installation does not include my ongoing costs to pursue 
my rights nor the loss of resale potential and value of my home. So that offer 
is rescinded. ARE must pay me $62,460.23 by April 30, 2019. 
 
ARE claimed its response was “factual and professional.” Yet in its response 
ARE made no less than five demonstrably false allegations against me; 
accused me of extortion for warning ARE I might inform relevant entities like 
the Better Business Bureau of ARE’s misconduct; expressed no concern for 



the hardship and trouble ARE’s misconduct has caused me; and resorted to 
the petty and gratuitous insult of calling me “difficult and demanding.” Such 
a response is anything but factual and professional. It is disgraceful for any 
business and particularly unfitting for a business accredited by the Better 
Business Bureau. If ARE is apparently concerned with lessening damage to 
its reputation then it is certainly counterproductive for ARE to have provided 
a response that further disgraces ARE and worsens rather than halts its 
downfall. Though clearly ARE does not consider itself ethically obligated to 
compensate me for the costs it has caused me to incur, from a practical 
standpoint it is in ARE’s best interest to do so immediately—thereby stopping 
the cumulative damage to its business’ viability. 
 
 
 
 


