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The Annual Plan is a document compiled by housing authority staff in advance of each new fiscal 

year. The plan serves as both a tool for the Local Housing Authority (LHA) to reflect upon the prior 

fiscal year, and as an opportunity to develop a clear and transparent plan that builds on successes, 

identifies needs, and corrects any issues that have arisen in prior years. Additionally, the Annual 

Plan is an important tool for tenants, who may use the document to better understand the 

operations and needs of their housing authority, advocate for changes to policies and procedures, 

access data about the housing authority, and participate in their housing authority’s governance. 

In addition to the physical document, the Annual Plan is also a process of public engagement. 

Throughout the Annual Plan process, the LHA executive director or their designee will be expected 

to review the Plan with any Local Tenant Organizations (LTO’s) and Resident Advisory Board (RAB) 

before the LHA presents the plan to the LHA Board of Commissioners; make a draft available for 

review to all residents and the general public; post on the website and make a copy available to 

each LTO at least 30 business days before the public hearing; hold a hearing on the document; and 

collect, integrate, and report back on substantive comments. Additionally, the Board will read, 

offer recommendations, and approve the Annual Plan in advance of its submission to DHCD.  

The law that mandates the Annual Plan is  An Act Relative to Local Housing Authorities, 

Massachusetts General Laws, Chapter 121B Section 28A. The regulation that expands upon Section

760 CMR 4.16. The regulations that address Local Tenant Organization (LTO) and resident

 760 CMR 6.09 (3)(h) and 760 CMR 6.09(4)(a)(4).  

28A is

participation in the Annual Plan are

The Northborough Housing Authority’s Annual Plan for their 2022 fiscal year includes the following 

components:    

1. Overview and Certification

2. Capital Improvement Plan (CIP)

3. Maintenance and Repair Plan

4. Operating Budget

5. Narrative responses to Performance Management Review (PMR) findings

6. Policies

7. Waivers

8. Glossary

9. Other Elements

a. Public Comments and LHA Responses

b. Cover sheet for AP

c. Tenant Satisfaction Survey 667 Program

d. COVID-19 Vaccine Clinic
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State-Aided Public Housing Developments
The following table identifies the state-aided public housing units with developments of more than 

8 units listed separately.  Units in developments of 8 or fewer units are aggregated as noted.  Units 

that the LHA provides to assist clients of the Department of Mental Health (DMH), the Department 

of Developmental Services (DDS), or other agencies are also aggregated separately.  

Dev No Type Development Name
Num 

Bldgs

Year 

Built

Dwelling 

Units

667-01 Elderly COLONIAL VILLAGE 667-01  11  1969  72

667-02 Elderly HERITAGE VILLAGE 667-02  6  1984  32

705-03 Family RUTLAND RD. 705-03  6  2001  12

Family Family units in smaller developments  9  14

Other Special Occupancy units  1  8

Total  33  138

LHA Central Office

Northborough Housing Authority

26 Village Drive, Northborough,, MA, 01532

Lynne Trombley, Executive Director

Phone: 508-393-2408

Email: lynne@northboroughhousing.com

LHA Board of Commissioners

Role Category From To

Rae  Carlsen Member 09/01/2020 04/30/2025

Andrew Dowd Treasurer 09/01/2020 04/30/2025

Brad  Newman Vice-Chair 04/01/2001 04/30/2026

Rita Osborne Chair 07/01/2000 04/30/2024

Elaine Solomon 08/01/2020 04/30/2024
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Plan History

The following required actions have taken place on the dates indicated.

REQUIREMENT DATE 

COMPLETED

A. Advertise the public hearing on the LHA website. 07/14/2021

Advertise the public hearing in public postings.B. 07/14/2021

Notify all LTO's and RAB, if there is one, of the hearing and 

provide access to the Proposed Annual Plan.

C.
N/A

D. Post draft AP for tenant and public viewing. 07/14/2021

E. Hold quarterly meeting with LTO or RAB to review the draft AP. 

(Must occur before the LHA Board reviews the Annual Plan.)
N/A

Annual Plan Hearing. Hosted by the LHA Board, with a quorum 
of members present. (For Boston, the Administrator will host 
the hearing.)

F.
09/01/2021

Executive Director presents the Annual Plan to the Board.G. 09/01/2021

Board votes to approve the AP. (For Boston Housing 

Authority, the Administrator approves and submits the AP.)

H.
09/01/2021
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Certification

CERTIFICATION OF LHA USER AUTHORIZATION FOR DHCD CAPITAL SOFTWARE AND HOUSING 

APPLICATIONS

I,  of the Northborough Housing Authority, certify on behalf of the Housing Authority that I have 

conducted an annual review of all Northborough Housing Authority users of DHCD Capital 

Software applications and Housing Applications and that all current LHA users are authorized to 

use the systems and have the appropriate level of user access based on their job responsibility. I 

approve all system access and access levels for all Northborough Housing Authority users.

This certification applies to the following applications:

        • Capital Planning System (CPS)

        • Consolidated Information Management System (CIMS) 

        • Cap Hub 

        • DHCD Housing Management Systems  

CERTIFICATION FOR SUBMISSION OF THE ANNUAL PLAN

I, Lynne Trombley, Executive Director of the Northborough Housing Authority, certify on behalf 

of the Housing Authority that:  a) the above actions all took place on the dates listed above; b) all 

facts and information contained in this Annual Plan are true, correct and complete to the best of 

my knowledge and belief and c) that the Annual Plan was prepared in accordance with and  

meets the requirements of the regulations at 760 CMR 4.16 and 6.09.

Date of certification:  09/02/2021

This Annual Plan (AP) will be reviewed by the Department of Housing and Community Development 

(DHCD) following the public comment period, the public hearing, and LHA approval.
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Capital Improvement Plan (CIP)

Northborough Housing Authority (LHA) Prepared for Submittal to DHCD

LHAs may sometimes secure other sources of funding and assistance that you will note in their CIP, 

such as: Community Preservation Act (CPA) funding, Community Development Block Grant (CDBG) 

funding, Local Affordable Housing Trust Funds (AHTF), HOME grants, income from leasing a cell 

tower on their property, savings from net meter credit contracts with solar developers, utility 

rebates and contracted work from utility providers, and Sheriff’s Department work crews.  

However, not all of these funding sources are available every year, or in all communities.

Local Housing Authorities (LHAs) receive yearly awards from DHCD (Formula Funding Awards) 

which they target to their most urgent capital needs in their CIP.  They may also receive special 

awards from DHCD for specific projects which meet specific criteria.  Special awards may be given 

for certain emergency, regulation compliance, energy and water conservation, and other projects.  

The first three years of the CIP are based on actual awards made to the LHA, while years four and 

five are based on estimated planning amounts, not actual awards.

DHCD Description of CIPs:

The Capital Improvement Plan (CIP) is a five year plan which identifies capital projects, provides a 

planning scope, schedule and budget for each capital project and identifies options for financing and 

implementing the plan. The CIP identifies anticipated spending for each Department of Housing and 

Community Development (DHCD) fiscal year (July 1 to June 30) based on the project schedules.

Capital Improvement Plan

The CIP includes the following parts:  

· A table of available funding sources and amounts

· A list of planned capital projects showing spending per fiscal year

· A table showing special awards and other funding for targeted projects, if any, which 

supplements Formula Funding awarded to the LHA

· A ‘narrative’ with a variety of additional information.

Additional Remarks by Northborough Housing Authority

The NHA will soon be doing a front entry renovation project at Colonial Village. Each of the 50+ year 

old buildings will be getting much needed new doors and windows. We will also be 

remodeling/expanding the tiny maintenance garage. This will allow us to garage the trucks and 

protect them from the elements, provide more space for equipment repairs, and allow for more 

storage of parts and supplies.
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Category of Funds Allocation Planned

Spending

Description

Balance of Formula 

Funding (FF)
$737,593.44

Aggregate Funding Available for Projects in the First Three Years of the CIP:

Total of all FF awards minus prior FF 

spending

LHA  Emergency Reserve $73,759.34 Amount to reserve for emergencies

Net FF Funds (First 3 

Years of the CIP)
Funds to plan & amount actually planned 

in the first 3 years of the CIP

$663,834.10 $676,956.34

ADA Set-aside Accessibility projects$9,898.89 $9,833.37

DMH Set-aside Dept. of Mental Health facility$29,603.00$29,628.66

Dept. of Developmental Services facility$0.00DDS Set-aside $0.00

Unrestricted Formula 

Funding (FF)

Funds awarded by DHCD to be used on 

projects selected by the LHA and 

approved by DHCD.

$624,306.55 $637,519.97

$69,198.10Special DHCD Funding Targeted awards from DHCD$69,198.10

Community Development 

Block Grant (CDBG) Funds

Federal funds awarded by a city 

or town for specific projects.
$0.00 $0.00

Community Preservation 

Act (CPA) Funds

Community Preservation Act funds awarded 

by a city of town for specific projects.
$0.00 $0.00

Funds from the LHA's operating budget. $150,095.26 $150,095.26Operating Reserve(OR) Funds

Other Funds Funds other than those in the above 

categories.  See explanation below.
$0.00 $0.00

Total funds and 

planned spending
Total of all anticipated funding available 

for planned projects and the total of 

planned spending.

$883,127.45 $896,249.70
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CIP Definitions:

ADA Set-aside is funding allocated within the Formula Funding (FF) for use on projects that improve 

accessibility for people with disabilities.  10% of FF awards are designated for this purpose.

Available State Bond Funding is the amount of State Bond Funding available to the LHA for the first 

three years of the CIP.  It is calculated by totaling all of FF and Special Awards granted to the LHA 

through the end of the third year of the plan and subtracting the amount of these funds spent prior to 

July 1 of the first year of the plan.

Amount spent prior to the plan is the total amount of Formula Funding (FF) and Special Awards spent 

prior to July 1 of the first year of the plan. 

Capital project is a project that adds significant value to an asset or replaces building systems or 

components.  Project cost must be greater than $1000. 

CDBG stands for Community Development Block Grant, a potential source of project funds.

CPA stands for Community Preservation Act, a potential source of project funds.

CapHub Project Number is the number given to projects entered into DHCD’s project management 

system known as CapHub.  

DMH Set-aside is funding allocated within the Formula Funding (FF) for use on facilities leased to the 

Department of Mental Health (DMH) program vendors, if any exist at this LHA.

DDS Set-aside is funding allocated within the Formula Funding (FF) for use on facilities leased to the 

Department of Developmental Services (DDS) program vendors, if any exist at this LHA.

Formula Funding (FF) is an allocation of state bond funds to each LHA according to the condition (needs) 

of its portfolio in comparison to the entire state-aided public housing portfolio.

Operating Reserve is an account, funded from the LHA operating budget, primarily used for unexpected 

operating costs, including certain extraordinary maintenance or capital projects.

Other Funds could include other funding by the city or town or from other sources.

Special Awards are DHCD awards targeted to specific projects.  Award programs include funds for 

emergencies beyond what an LHA can fund, for complying with regulatory requirements, for projects that 

will save water or energy use, and various other programs the department may run from time to time.

Total Cost is the sum of investigation, design, administration, permitting, and construction costs for a project

Unrestricted Formula Funding (FF) is money awarded to the LHA by DHCD under the Formula Funding 

program other than amounts set aside (restricted) for accessibility improvements or for facilities operated by 

DMH or DDS.
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Regional Capital Assistance Team 

Northborough Housing Authority participates in the Regional Capital Assistance Team (RCAT) program and 

project implementation responsibilities are as follows:

o For projects with construction cost under $10,000, the LHA has the sole responsibility to initiate, 

implement and manage the project. RCAT offers technical assistance upon request. 

o For projects with construction cost between $10,000 and $100,000 the RCAT will have lead 

responsibility to initiate, implement and manage the project with both DHCD and LHA involvement and 

oversight throughout the process. For projects in this range, the LHA will work with the RCAT Project 

Manager who will contact the LHA to initiate projects. 

o For projects with construction cost over $100,000, or projects below that threshold that are complex or 

have a subsequent phase that exceeds $100,000 construction cost, DHCD will take the lead and draft a 

WO or RFS to hire a designer to prepare plans and specs. RCAT will not be involved in the implementation 

of projects in this range and the LHA will continue to work directly with the DHCD Project Manager and 

DHCD design staff.
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Formula Funding and Special DHCD Award Planned Spending - Other funding not included

Cap Hub 

Project 

Number

Project Name Development(s) Total 

Cost

Amount 

Spent 

Prior to 

Plan

fy2022

Planned

fy2023 fy2024 fy2025 fy2026Remaining 

Planned 

for 2021

2008 FF Master 
CFA

COLONIAL VILLAGE 
667-01

$2,400 $0 $0 $0 $0$2,400 $0 $0215024

FF: Walkway 
Repave - Back of 
Dev

COLONIAL VILLAGE 
667-01

$37,485 $0 $0 $0 $0$37,485 $0 $0215063

FY19 SUS ANF 
ENERGY Boilers 
(12)

HERITAGE VILLAGE 
667-02

$389,060 $0 $0 $0 $0$318,265 $0 $70,795215065

OR: Maintenance 
Garage

COLONIAL VILLAGE 
667-01

$325,869 $170,039 $0 $0 $0$5,730 $0 $0215075

Front Entry 
Modernization

COLONIAL VILLAGE 
667-01

$250,575 $231,693 $0 $0 $0$13,400 $0 $5,483215077

Replace concrete 
landings & steps

HERITAGE VILLAGE 
667-02

$10,304 $10,304 $0 $0 $0$0 $0 $0215079

Replace Kitchen 
Coimponents

Northgate 705-1B $35,075 $0 $0 $0 $0$5,400 $0 $30,475215081

ADA Door Auto 
Door Operators 
Unit No. 11 & 15

HERITAGE VILLAGE 
667-02

$12,250 $4,300 $0 $0 $0$7,950 $0 $0215087

Temporary 
Driveway Repairs

OTIS  STREET 
705-2B

$3,335 $3,335 $0 $0 $0$0 $0 $0215088

HVAC Overhaul SPECIAL NEEDS 
(DMH) 167-01

$54,730 $47,171 $0 $0 $0$7,200 $0 $360215093

Emergency Light 
Hallways - 
667-01

COLONIAL VILLAGE 
667-01

$44,574 $43,020 $0 $0 $0$4,813 $0 $1,555215094

Foundation 
Drainage System

CRESTWOOD  
DRIVE 705-2A

$41,250 $31,356 $9,895 $0 $0$0 $0 $0215096

Concrete Patio OTIS  STREET 
705-2B

$11,385 $0 $11,385 $0 $0$0 $0 $0215097
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Formula Funding and Special DHCD Award Planned Spending - Other funding not included

Cap Hub 

Project 

Number

Project Name Development(s) Total 

Cost

Amount 

Spent 

Prior to 

Plan

fy2022

Planned

fy2023 fy2024 fy2025 fy2026Remaining 

Planned 

for 2021

Replace 10 
Windows and 1 
Exterior Door.

CRESTWOOD  
DRIVE 705-2A

$4,502 $0 $0 $0 $0$4,502 $0 $0215098

Deck Repairs SPECIAL NEEDS 
(DMH) 167-01

$3,048 $3,048 $0 $0 $0$0 $0 $0•

New Roofs COLONIAL VILLAGE 
667-01

$130,664 $0 $0 $2,254 $128,411$0 $0 $0•

Replace roof COLONIAL VILLAGE 
667-01

$32,519 $0 $10,474 $22,046 $0$0 $0 $0•

Roof 
Replacement 
22/24

COLONIAL VILLAGE 
667-01

$31,006 $31,006 $0 $0 $0$0 $0 $0•

Roof 
Replacement

Greenwood 705-1A $9,831 $9,831 $0 $0 $0$0 $0 $0•

New Bathroom 
Components

Northgate 705-1B $17,658 $0 $6,393 $11,266 $0$0 $0 $0•

Replace Widows Emerson 705-1C $43,030 $0 $43,030 $0 $0$0 $0 $0•

New Kitchens Boundary, 1 and 2 
705-1E

$63,773 $0 $4,250 $59,524 $0$0 $0 $0•

New Interior 
Doors

CRESTWOOD  
DRIVE 705-2A

$35,571 $0 $0 $13,467 $22,105$0 $0 $0•

Fencing OTIS  STREET 
705-2B

$6,431 $0 $6,431 $0 $0$0 $0 $0•

$1,596,324 $585,101 $91,857 $108,555 $150,515$407,144 $0 $108,667TOTALS
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FUNDS IN ADDITION TO ANNUAL FORMULA FUNDING AWARD

Project NameCap Hub 

Project 

Number

DHCD Special 

Award 

Comment

Special DHCD Awards Other Funding

Emergency 

Reserve

Compliance 

Reserve

Sustain-

ability

Special 

Awards

CDBG CPA Operating 

Reserve

Other 

Funds

FY19 SUS ANF 

ENERGY Boilers 

(12)

Boilers (12) $380,285 $0 $0 $0$0 $0$0 $0215065

OR: Maintenance 

Garage

$0 $0 $0 $0$0 $150,100$0 $0215075

H&S FY20: 

Replace Sprinkler 

Heads

H&S FY20: Replace 

Sprinkler Heads

$0 $5,240 $0 $0$0 $0$0 $0215089

SUST: FF: Shade 

Trees

Trees $6,200 $0 $0 $0$0 $0$0 $0215092

$386,485 $5,240 $0 $0$0 $150,100$0 $0TOTALS
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1. Request for increased spending flexibility.

DHCD designates a spending target (cap share) and an allowable spending range for each year 

of the CIP.   A Housing Authority may request to shift the cap shares of the first three years in 

order to increase scheduling flexibility.  A CIP utilizing this flexibility is called an Alternate CIP.  

The total spending over three years and over five years must continue to meet the limits set by 

DHCD.  DHCD will approve an Alternate CIP only with acceptable justification and only if funding 

is available.

Capital Improvement Plan (CIP) Narrative

Including Requests to DHCD & Supporting Statements

Northborough Housing Authority has submitted an Alternate CIP with the following justification:

Projected spending on projects currently in bidding or construction exceeds Cap Share 

in one or more years of the CIP.

� ●

We are spending more than our Cap Share in year one.

2. Request for additional funding.

A Housing Authority may request additional funding from DHCD for projects that qualify as 

emergencies, required legal compliance upgrades, or sustainability improvements.

Northborough Housing Authority has not requested additional funding.

3. Overall goals of the Housing Authority’s CIP

We have a large project at our 667-1 in which we will redo the fronts of the buildings and 

replace all of the hallway windows. We are also planning to renovate our maintenance garage if 

funding allows.

4. Changes from the Housing Authority’s previous CIP

Every new CIP differs from the previous CIP because projects have been completed and a new 

year has been added with new projects.  These changes and other significant changes to the 

content of the CIP are highlighted below:

We have multiple projects in our CIP including roofs and kitchen upgrades. We are prioritizing 

and doing what is needed most due to lack of funds.

5. Requirements of previous CIP approval

There were no special conditions attached to the approval of our previous CIP.
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6. Quarterly capital reports

Our most recent quarterly capital report (form 80 and 90) was submitted on 04/28/2021.

7. Capital Planning System (CPS) updates

Our CPS facility data has been updated with current condition information, including changes 

resulting from projects completed in the past year, as of 06/17/2021.

8. Project priorities

All the projects in our CIP are high priority (Priority 1 and 2 projects).

9. High priority deficiencies

We have included all of our high priority (CPS priority 1 and 2) projects in our CIP.

10.  Accessibility

 We are not aware of any accessibility deficiencies in our portfolio.

11.  Special needs development

Northborough Housing Authority has one or more special needs (167 or 689 programs) 

development.  We have completed the service provider input process according to the 

required procedures detailed in the lease agreement and held an annual   meeting with the 

service provider staff at all special needs developments as of 06/04/2021.

Our 12 most recent monthly energy reports are for months 1/2020 to 12/2020. 

The following table lists the DHCD thresholds for Per Unit Monthly (PUM) expense for 

electricity, natural gas, oil, and water use and the developments at the Housing Authority that 

have expenses in excess of the thresholds, if any.

12.  Energy and water consumption

Electric 

PUM > Threshold

Gas

PUM > Threshold

Oil

PUM > Threshold

Water

PUM > Threshold

Threshold�PUM: $80 $50 $60$100

705-1A667-01

705-2A

705-1C

705-1B
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We have a solar agreement to offset costs and continue to take advantage of all 

energy audits

13.  Energy or water saving initiatives

Northborough Housing Authority is not currently pursuing any energy or water-saving 

audits or grants that could affect CIP project scope, costs or timing of projects.

14.  Vacancy rate

Our unadjusted vacancy rate reported to DHCD is as follows.  (The unadjusted vacancy rate 

captured in these figures is the percentage of ALL housing units that are vacant, including 

both offline units being used for other purposes and units with DHCD vacancy waivers.)

2% c. 667 (DHCD Goal 2%)

0% c. 200 (DHCD Goal 2%)

0% c. 705 (DHCD Goal 2%)

Northborough Housing Authority has no units listed as vacant, proposed to be vacant, or at 

risk of becoming vacant.

15. Vacancies
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Maintenance and Repair Plan

Draft Plan for Public Posting

Maintenance and Repair Plan

Emergency Response System - Defines what constitutes an emergency and how to notify 

staff of an emergency.
b.

a. Classification and Prioritization of Maintenance Tasks - Defines and prioritizes types of 

work to be accomplished by maintenance staff and vendors.  Explains how the housing 

authority is expected to respond to work orders (tasks or requests) based on the work 

order classification.

This Maintenance & Repair Plan consists of several subsections describing maintenance systems 

followed by charts showing typical preventive maintenance, routine maintenance, and unit 

inspection tasks and schedules. These subsections are:

About This Maintenance and Repair Plan

Maintenance Objective

The goal of good property maintenance at a public housing authority is to serve the residents by 

assuring that the homes in which they live are decent, safe, and sanitary. 

Normal Maintenance Response System - How to contact the maintenance staff for a 

non-emergency request.

c.

d. Work Order Management - Description of the housing authority’s system for managing 

work orders (tasks and requests). 

e. Maintenance Plan Narrative & Policy Statement - Self-assessment, basic information, 

and goals for the coming year, along with a description of the housing authority’s 

maintenance program.

f. Preventive Maintenance Schedule - A listing and schedule of tasks designed to keep 

systems and equipment operating properly, to extend the life these systems and 

equipment, and to avoid unexpected breakdowns.

g. Routine Maintenance Schedule - A listing and schedule of ordinary maintenance tasks 

such as mopping, mowing, raking, and trash collection required to keep the facilities in 

good condition.

h. Unit Inspections - Scheduling of annual unit inspections.
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Draft Plan for Public Posting

Classification and Prioritization of Maintenance Tasks

Maintenance items are tracked as “work orders” and are classified in the following categories.  

They are prioritized in the order listed.  The following classifications and prioritization are required 

by the Department of Housing and Community Development (DHCD).

Emergencies - Emergencies are only those conditions which are immediately threatening 

to the life or safety of our residents, staff, or structures.

I.

• Goal: initiated with 24 to 48 hours.

II. Vacancy Refurbishment - Work necessary to make empty units ready for new tenants.

• After emergencies, the refurbishment of vacancies for immediate re-occupancy 

has the highest priority for staff assignments. Everyday a unit is vacant is a day of 

lost rent.
• Goal: vacancy work orders are completed within 30 calendar days or if not 

completed within that timeframe, LHA has a waiver.

III. Preventive Maintenance - Work which must be done to preserve and extend the useful 

life of various elements of your physical property and avoid emergency situations.

• A thorough Preventive Maintenance Program and Schedule that deals with all 

elements of the physical property is provided later in the document.

• The Preventive Maintenance Program is reviewed and updated annually and as new 

systems and facilities are installed.

IV. Programmed Maintenance - Work which is important and is completed to the greatest 

extent possible within time and budget constraints. Programmed maintenance is grouped 

and scheduled to make its completion as efficient as possible. Sources of programmed 

maintenance include:

• Routine Work includes those tasks that need to be done on a regular basis to keep our 

physical property in good shape. (Mopping, Mowing, Raking, Trash, etc.)

• Inspections are the other source of programmed maintenance.

o Inspections are visual and operational examinations of parts of our property to 

determine their condition.

o All dwelling units, buildings and sites must be inspected at least annually.

V. Requested Maintenance - Work which is requested by residents or others, does not fall 

into any category above, and should be accomplished as time and funds are available.

• Requests from residents or others for maintenance work which does not fall into 

one of the other categories has the lowest priority for staff assignment.

• Goal: Requested work orders are completed in 14 calendar days from the date 

of tenant request or if not completed within that timeframe (and not a health or 

safety issue), the task is added and completed in a timely manner as a part of 

the Deferred Maintenance Plan and/or CIP.

o Goal: Inspection-generated work orders are completed within 30 calendar days 

from the date of inspection, OR if cannot be completed within 30 calendar days, 

are added to the Deferred Maintenance Plan or the Capital Improvement Plan in 

the case of qualifying capital repairs (unless health/safety issue).
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Emergency Request System

For emergency requests call the numbers listed here.  Qualifying emergency work requests are 

listed below.  

METHOD CONTACT INFO. TIMES
Call Answering Service 24 hrs508-393-2408

Call LHA at Phone Number 24 hrs508-393-2408

List of Emergencies - Emergencies are those conditions which are immediately threatening to the 

life or safety of our residents, staff, or structures.  The following is a list of typical conditions that 

warrant an emergency response.  If there is an emergency condition whether or not enumerated 

on this list please notify the office or answering service at the numbers listed above.   If you have 

any questions regarding this list or other matters that may constitute an emergency, please 

contact the  Northborough Housing Authority main office.

QUALIFYING EMERGENCY WORK REQUESTS

Fires of any kind (Call 911)

Gas leaks/ Gas odor (Call 911)

No electric power in unit

Electrical hazards, sparking outlets

Broken water pipes, flood

No water/ unsafe water

Sewer or toilet blockage

Roof leak

Lock outs

Door or window lock failure

No heat

No hot water

Snow or ice hazard condition

Dangerous structural defects

Inoperable smoke/CO detectors, beeping or chirping
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TIMESCONTACT INFO.METHOD

Make normal (non-emergency) maintenance requests using the following methods:

Normal Maintenance Request Process

Text Phone Number

24 hours508-393-2408Call Answering Service

24 hours508-393-2408Call Housing Authority Office

Submit Online at Website

lynne@northboroughhousin

g.com
Email to Following Email

julie@northboroughhousing

.com
Other

Work Order Management

A.  DHCD review of this housing authority’s operations shows that the authority 
uses the following system for tracking work orders:

Type of work order system: DHCD's usual on-site review for this housing authority's work order system 

was cancelled due to the COVID-19 emergency.

Emergency

Vacancy

Preventative 

Maintenance

Routine

Inspections

Tenant Requests

Work order classification used:

B.  We also track deferred maintenance tasks in our work order system.
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C.  Our work order process includes the following steps:

Description Checked 

steps are 

used by LHA

Maintenance Request taken/submitted per the standard 

procedures listed above for the Emergency Request System 

and the Normal Maintenance Request Process.

Maintenance Requests logged into the work system

Work Orders generated

Step

Work Orders assigned

Work Orders tracked

Work Orders completed/closed out

Maintenance Reports or Lists generated

1

2

3

4

5

6

7

ü

ü

ü

ü

ü

ü

ü

D.  Additional comments by the LHA regarding work order management:

We use PHA Network for work orders, all types.

Maintenance Plan Narrative 

Following are Northborough Housing Authority’s answers to questions posed by DHCD.

Narrative Question #1:  How would you assess your Maintenance Operations based on 
feedback you’ve received from staff, tenants, DHCD’s Performance Management Review 
(PMR) & Agreed Upon Procedures (AUP), and any other sources?

A.

Feedback is generally positive and work orders are down in a timely manner. Emergency 

work orders are always taken care of immediately and routine work orders are done very 

quickly.  We were able to respond to both emergency and normal work orders during the 

COVID-19, with permission from the tenants and with extra safety precautions.

Narrative Question #2:  What changes have you made to maintenance operations in the 
past year?

B.

All three of the maintenance staff have tablets that they enter work orders and close them 

out when the work is complete.  We now stagger our annual inspections over the course 

of the year so that work orders generated from that inspection are completed in a more 

timely manner.  During the pandemic, all hallways, stairwells and laundry facilities were 

cleaned daily.  Our extra efforts paid off... very few COVID cases were reported.

Narrative Question #3:  What are your maintenance goals for this coming year?C.
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As always, to keep all of our properties safe and continue to evaluate capital needs and 

plan our budget accordingly.  We have had many vacancies this year, but our staff 

continues to complete work orders in a timely manner, and update the preventative 

maintenance plan regularly.

Maintenance Budget SummaryD.

Total Regular Maintenance

Budget

Extraordinary 

Maintenance Budget

Last Fiscal Year Budget

Last Fiscal Year Actual 

Spending

Current Fiscal Year 

Budget

$250,905.00 $60,607.00

$301,746.00 $0.00

$269,032.00 $30,000.00

The budget numbers shown below are for the consolidated budget only.  They do not 
include values from supplemental budgets, if any.

Unit Turnover SummaryE.

# Turnovers Last Fiscal Year

Average time from date vacated to 

make Unit "Maintenance Ready"

Average time from date vacated to 

lease up of unit

12

25 days

53 days

Attachments

These items have been prepared by the Northborough Housing Authority and appear on 

the following pages:

Deferred Maintenance Schedule - a table of maintenance items which have been deferred 

due to lack of resources.

Preventive Maintenance Schedule - a table of preventive maintenance items showing 
specific tasks, who is responsible (staff or vendor), and the month(s) they are scheduled 

7/14/2021 Page 6 of 6Section 3.1 - Maintenance Overview
















