
Please fillout and return to theomce

NORTON HOUSING AUTHORITY (NHA)
Annual Capital Improvement Plan Resident Questionnaire

What is the Annual Capital Improvement Plan?

MAY26

The Annual Capital Improvement Plan is a planning tool used by the Norton Housing
Authority (NHA) to identify, prioritize, and fund major improvements to our properties
and community spaces each year.

These improvements typically include larger-scale repairs, upgrades, and replacements
that help maintain the quality, safety, and long-term value of our housing. This may
include items such as building upgrades, site improvements, safety enhancements, and

accessibility features.

Resident feedback is an important part of this process. Your input helps NHA better
understand what matters most to you and ensures that future improvements reflect the
needs of our community.

Your Voice Matters

We value your input. This questionnaire is your opportunity to share ideas, concerns, and

suggestions that can directly impact future improvements.

Please take a few minutes to complete this form.

Resident Information (Optional)

Name:

Address/Unit:

Phone/Email (Optional):

1. Building & Unit Improvements

What improvements would you like to see inside your unit or building?

(Examples: new flooring, updated kitchens or bathrooms, better lighting, new windows,



heating system upgrades, painting, prevention of microbial growth, accessibility features
such as grab bars or ramps)

2. Safety & Security

How can we improve safety in your building or community?
(Examples: better lighting in hallways or parking lots, security cameras, secure entry
systems, improved locks, emergency call systems, fire safety upgrades)

3. Outdoor Areas & Grounds

What improv ments would you like to see in outdoor spaces?
(Examples: Ian caping, benches, walking paths, playgrounds, picnic areas, parking
improvements, sn removal, gardening areas)

4. CommunitySpaces & Amenities

How can we im ove shared spaces like the community room?
(Examples: new iture, updated kitchen appliances, better Wi-Fi access, fitness
equipment, compute tations, event space upgrades)



MAY26 2026

5. Accessibility & Special Needs

Do you or someone in your household need accessibility improvements?

(Examples: wheelchair ramps, automatic doors, handrails, elevator upgrades, visual/fire

alarm systems)

6. Overall Satisfaction

What is one thing you like most about living at NHA?

What is one thing you would most like to see improved?

All New PAIATlne
7. Additional Comments or Suggestions

Thank You

Your feedback helps us prioritize improvements and secure funding to better serve our
community.

Please return this form to the Norton Housing Authority by mail, drop box, or in person.
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NORTON HOUSING AUTHORITY (NHA) MAY 26 2026Annual Capital Improvement Plan Resident Questionnaire

What is the Annual Capital Improvement Plan?

The Annual Capital Improvement Plan is a planning tool used by the Norton Housing
Authority (NHA) to identify, prioritize, and fund major improvements to our properties
and community spaces each year.

These improvements typically include larger-scale repairs, upgrades, and replacements
that help maintain the quality, safety, and long-term value of our housing. This may
include items such as building upgrades, site improvements, safety enhancements, and
accessibility features.

Resident feedback is an important part of this process. Your input helps NHA better

understand what matters most to you and ensures that future improvements reflect the
needs of our community.

Your Voice Matters

We value your input. This questionnaire is your opportunity to share ideas, concerns, and
suggestions that can directly impact future improvements.

Please take a few minutes to complete this form.

Resident Information (Optional)

Name:

Address/Unit: 40 Sl A(OT !<
Phone/Email (Optional):

1. Building & Unit Improvements

What improvements would you like to see ins
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heating system upgrades, painting, prevention of microbial growth, accessibility features
such as grab bars or ramps)

2. Safety & Security

How can we improve safety in your building or community?
(Examples: better lighting in hallways or parking lots, security cameras, secure entry
systems, improved locks, emergency call systems, fire safety upgrades)
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3. Outdoor Areas & Grounds

What improvements would you like to see in outdoor spaces?
(Examples: landscaping, benches, walking paths, playgrounds, picnic areas, parking
improvements, snow removal, gardening areas)
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4. Community Spaces & Amenities

How can we improve shared spaces like the community room?
(Examples: new furniture, updated kitchen appliances, better Wi-Fi access, fitness
equipment, computer stations, event space upgrades)
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5. Accessibility & Special Needs

Do you or someone in your household need accessibility improvements?
(Examples: wheelchair ramps, automatic doors, handrails, elevator upgrades, visual/fire

alarm systems)

6. Overall Satisfaction

What is one thing you like most about living at NHA?

What is one thing you would most like to see improved?
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7. AdditionalComments or Suggestions
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Thank You

Your feedback helps us prioritize improvements and secure funding to better serve our
community.

Please return this form to the Norton Housing Authority by mail, drop box, or in person.
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Please fill outand return to the ofce

NORTON HOUSING AUTHORITY (NHA)
Annual Capital Improvement Plan Resident Questionnaire

JUN 11 2026

What is the Annual Capital Improvement Plan?

The Annual Capital Improvement Plan is a planning tool used by the Norton Housing
Authority (NHA) to identify, prioritize, and fund major improvements to our properties
and community spaces each year.

These improvements typically include larger-scale repairs, upgrades, and replacements
that help maintain the quality, safety, and long-term value of our housing. This may
include items such as building upgrades, site improvements, safety enhancements, and

accessibility features.

Resident feedback is an important part of this process. Your input helps NHA better

understand what matters most to you and ensures that future improvements reflect the

needs of our community.

Your Voice Matters

We value your input. This questionnaire is your opportunity to share ideas, concerns, and

suggestions that can directly impact future improvements.

Please take a few minutes to complete this form.

Resident Information (Optional)

Name:

Address/Unit:

Phone/Email (Optional):

1. Building & Unit Improvements

What improvements would you like to see inside your unit or buildin '?
(Examples: new flooring, updated kitchens or bathrooms, better lighting, new windows,
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heating system upgrades, painting,
such as grab bars or ramps)

2. Safety & Security

revention of microbial growth accessibility features

How can we improve safety in your building or community?
(Examples: better lighting in hallways or parking lots, security cameras, secure entry
systems, improved locks, emergency call systems, fire safety upgrades)

3. Outdoor Areas & Grounds

What improvements would you like to see in outdoor spaces?
(Examples: landscaping, benches, walking paths, playgrounds picnic areas,

improvements, now removal, ardening areas)

4. Community Spaces & Amenities

How can we improve shared spaces like the community room?

arking

(Examples: new furniture, updated kitchen appliances, better Wi-Fi access, fitness
equipment, computer stations, event space upgrades)
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5. Accessibility & Special Needs

Do you or someone in your household need accessibility improvements?
(Examples: wheelchair ramps, automatic doors, handrails, elevator upgrades, visual/fire

alarm systems)

6. Overall Satisfaction

What is one thing you like most about living at NHA?

What is one thing you would most like to see improved?

7. Additional Comments or Suggestions

Thank You

Your feedback helps us prioritize improvements and secure funding to better serve our
community.

Please return this form to the Norton Housing Authority by mail, drop box, or in person.



Please fill out and return to the omce

NORTON HOUSING AUTHORITY (NHA)
Annual Capital Improvement Plan Resident Questionnaire

What is the Annual Capital Improvement Plan?

The Annual Capital Improvement Plan is a planning tool used by the Norton Housing
Authority (NHA) to identify, prioritize, and fund major improvements to our properties
and community spaces each year.

These improvements typically include larger-scale repairs, upgrades, and replacements
that help maintain the quality, safety, and long-term value of our housing. This may
include items such as building upgrades, site improvements, safety enhancements, and
accessibility features.

Resident feedback is an important part of this process. Your input helps NHA better

understand what matters most to you and ensures that future improvements reflect the

needs of our community.

Your Voice Matters

We value your input. This questionnaire is your opportunity to share ideas, concerns, and
suggestions that can directly impact future improvements.

Please take a few minutes to complete this form.

Resident Information (Optional)

Name:

Address/Unit:

Phone/Email (Optional):

1. Building & Unit Improvements

What improvements would you like to see inside your unit or building?

(Examples: new flooring, updated kitchens or bathrooms, better lighting, new windows,



heating system upgrades, painting, prevention of microbial growth, accessibility features
such as grab bars or ramps)
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2. Safety & Security

How can we improve safety in your building or community?
(Examples: better lighting in hallways or parking lots, security cameras, secure entry
systems, improved locks, emergency call systems, fire safety upgrades)

nko arm he

3. Outdoor Areas & Grounds

What improvements would you like to see in outdoor spaces?
(Examples: landscaping, benches, walking paths, playgrounds, picnic areas, parking
improvements, snow removal, gardening areas)

4. Community Spaces & Amenities

How can we improve shared spaces like the community room?
(Examples: new furniture, updated kitchen appliances, better Wi-Fi access, fitness
equipment, computer stations, event space upgrades)



5. Accessibility & Special Needs

Do you or someone in your household need accessibility improvements?
(Examples: wheelchair ramps, automatic doors, handrails, elevator upgrades, visual/fire

alarm systems)

6. Overall Satisfaction

What is one thing you like most about living at NHA?

What is one thing you would most like to see improved?

7. Additional Comments or Suggestions
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Thank You
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Your feedback helps us prioritize improvements and secure funding to better serve our
community.

Please return this form to the Norton Housing Authority by mail, drop box, or in person.
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NORTON HOUSING AUTHORITY (NHA)
Annual Capital Improvement Plan Resident Questionnaire

What is the Annual Capital Improvement Plan?

The Annual Capital Improvement Plan is a planning tool used by the Norton Housing
Authority (NHA) to identify, prioritize, and fund major improvements to our properties
and community spaces each year.

These improvements typically include larger-scale repairs, upgrades, and replacements
that help maintain the quality, safety, and long-term value of our housing. This may
include items such as building upgrades, site improvements, safety enhancements, and

accessibility features.

Resident feedback is an important part of this process. Your input helps NHA better

understand what matters most to you and ensures that future improvements reflect the

needs of our community.

Your Voice Matters

We value your input. This questionnaire is your opportunity to share ideas, concerns, and

suggestions that can directly impact future improvements.

Please take a few minutes to complete this form.

Resident Information (Optional)

Name:

Address/Unit: ; c/

Phone/Email (Optional):

1. Building & Unit Improvements

What improvements would you like to see inside your unit or building?

(Examples: new flooring, updated kitchens or bathrooms, better lighting, new windows,



heating system upgrades, painting, prevention of microbial growth, accessibility features
such as grab bars or ramps)
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2. Safety & Security

How can we improve safety in your building or community?
(Examples: better lighting in hallways or parking lots, security cameras, secure entry
systems, improved locks, emergency call systems, fire safety upgrades)

3. Outdoor Areas & Grounds

What improvements would you like to see in outdoor spaces?
(Examples: landscaping, benches, walking paths, playgrounds, picnic areas, parking
improvements, snow removal, gardening areas)
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4. Community Spaces & Amenities

How can we improve shared spaces like the community room?
(Examples: new furniture, updated kitchen appliances, better Wi-Fi access, fitness
equipment, computer stations, event space upgrades)
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5. Accessibility & Special Needs

Do you or someone in your household need accessibility improvements?
(Examples: wheelchair ramps, automatic doors, handrails, elevator upgrades, visual/fire

alarm systems)

6. Overall Satisfaction

What is one thing you like most about living at NHA?
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What is one thing you would most like to see improved?
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7. Additional Comments or Suggestions

Thank You

Your feedback helps us prioritize improvements and secure funding to better serve our
community.

Please return this form to the Norton Housing Authority by mail, drop box, or in person.



 

Resident Surveys – Background 

Since 2016 EOHLC has been working with the Center for Survey Research (CSR) at the University 

of Massachusetts Boston to survey residents in the state public housing units it oversees. The 

surveys are confidential, mailed directly to residents, and returned to CSR by mail (or, starting 

in 2019, completed on-line). CSR surveys residents of elderly/disabled units (also known as 

Chapter 667) and family units (also known as Chapter 200 and Chapter 705). 

During each round all units are mailed surveys, with one exception: in the case of the twelve 

housing authorities with more than 225 c.200 family units, a randomly selected group of 225 

units was surveyed at each housing authority. This group was determined to be large enough to 

generate statistically useful results. In both rounds, responses from c.200 and c.705 residents 

are always combined. 

Round One Surveys (2016 – 2018) 

In Round One of the surveys, CSR surveyed residents of elderly/disabled units (c.667) in three 

groups in the Fall of 2016, 2017 and 2018. CSR surveyed residents of family units (c.705 and 

c.200) in the Spring of 2016. (Note: there are many more c.667 units, so they were broken 

down into three groups). 

Round Two Surveys (2019 – 2022) 

Round Two of the surveys began in 2019. CSR surveyed about one-third of the elderly/disabled 

units in Fall 2019, Fall 2021, and Fall 2022. CSR surveyed all family units in Fall 2020. 

Round Three Surveys (2023 – 2027) 

Round Three of the surveys began in 2023. CSR surveyed about one-third of the 

elderly/disabled units and one-third of family units in Fall 2023. 



NORTON HOUSING AUTHORITY

Performance Management Review (PMR) Report

Fiscal Year End 9/30/2025

*For a detailed report of the Performance Management Review (PMR), please contact the Local Housing Authority



Executive Office of Housing and Livable Communities (EOHLC)

PMR Desk Audit Ratings Summary Official Published PMR Record
For a detailed report of the Performance Management Review (PMR), please contact the Local Housing Authority

Housing Authority NORTON HOUSING AUTHORITY

Fiscal Year Ending Sep 2025

Housing Management Specialist Kaliah Graham

Facilities Management Specialist Todd Lawson

Criteria Score/Rating

Management

Occupancy Rate

c.667 c.705 c.200 Cumulative

No Findings No Findings Not Applicable No Findings

Tenant Accounts Receivable (TAR)

c.667 c.705 c.200 Cumulative

No Findings No Findings Not Applicable No Findings

Board Member Training Operational Guidance

Certifications and Reporting Submissions No Findings

Annual Plan No Findings

Financial

Adjusted Net Income No Findings

Operating Reserves No Findings

Report Date: 02/17/2026 18:19:39



EXECUTIVE OFFICE OF HOUSING AND LIVABLE COMMUNITIES (EOHLC)
Staff Certification & Training Rating

LHA Name NORTON HOUSING AUTHORITY

FYE Sep 2025

HMS Name Kaliah Graham

FMS Name Todd Lawson

Criteria Rating

Staff Certification and Training No Findings

Report Date: 02/17/2026 18:19:39



EXECUTIVE OFFICE OF HOUSING AND LIVABLE COMMUNITIES (EOHLC)

CFA Submission
LHA Name NORTON HOUSING AUTHORITY

FYE Sep 2025

HMS Name Kaliah Graham

FMS Name Todd Lawson

CFA Submission

Rating: No Findings

Recommendations: 1. No Recommendations

Report Date: 02/17/2026 18:19:39



EXECUTIVE OFFICE OF HOUSING AND LIVABLE COMMUNITIES (EOHLC)
PMR Desk Audit Recommendations Report

LHA Name NORTON HOUSING AUTHORITY

FYE Sep 2025

HMS Name Kaliah Graham

FMS Name Todd Lawson

Occupancy

Rating All: No Findings
Rating 667: No Findings
Rating 705: No Findings
Rating 200: Not Applicable

1. No Recommendations

Tenant Accounts Receivable (TAR)

Rating All: No Findings
Rating 667: No Findings
Rating 705: No Findings
Rating 200: Not Applicable

1. No Recommendations

Board Member Training

Rating: Operational Guidance

1. Ensure the board member contact information is current in LHA 360, including email and term dates. 
2. Provide computer assistance as needed to help board members complete the training.
3. Include a list of Board members who have not completed the training on the monthly Board meeting 
agenda
4. Periodically check the Trackstar system to ensure 80% of the Board is trained.

Certifications and Reporting Submissions

Rating: No Findings

1. No Recommendations

Annual Plan Submission

Rating: No Findings

1. No Recommendations

Adjusted Net Income/Revenue

Rating: No Findings

Revenue

1. No Recommendations

Expense

Salaries

1. No Recommendations

Legal

1. No Recommendations

Utilities



1. No Recommendations

Maintenance

1. No Recommendations

Other

1. No Recommendations

Operating Reserve

Rating: No Findings

1. No Recommendations

Report Date: 02/17/2026 18:19:39



EXECUTIVE OFFICE OF HOUSING AND LIVABLE COMMUNITIES (EOHLC)

CHAMP Close Out Report Official Published PMR Record
LHA Name NORTON HOUSING AUTHORITY

FYE Sep 2025

HMS Name Kaliah Graham

FMS Name Todd Lawson

CHAMP Criteria 1a

Rating: No Findings

Recommendations: 1. No Recommendations

CHAMP Criteria 1b

Rating: Corrective Action

Recommendations: 1. Prioritize the intake of CHAMP Paper Applications to ensure that all CHAMP Paper 
Applications are date and time stamped.
2. Audit/review date and time stamp to ensure they are clearly readable. 
3. Review CHAMP Technical Update #21 for guidance on how to track CHAMP PMR data.

CHAMP Criteria 1c

Rating: No Findings

Recommendations: 1. No Recommendations

CHAMP Criteria 2a

Rating: Corrective Action

Recommendations: 1. Create a tracking system and staff accountability to ensure that all vacancies are recorded in 
the EOHLC Housing Apps Vacancy Reporting System within 30 days of the vacancy date.
2. Create a tracking system and staff accountability to ensure that you are entering vacancy data 
correctly within 30 days.
3. Establish reoccurring calendars reminders to help ensure vacancy data is entered into the 
EOHLC Housing Apps Vacancy Reporting System within 30 days.
4. Compare monthly the number of vacancies listed in the EOHLC Housing Apps Vacancy 
Reporting System to ensure it matches vacancies in the LHA system.
5. Review CHAMP Technical Update #21 for guidance on how to track CHAMP PMR data.

CHAMP Criteria 2b

Rating: No Findings



Recommendations: 1. Create a tracking system and staff accountability to ensure that all offers of housing were 
made using CHAMP for all units occupied in the Fiscal Year (Excluding Admin Transfers).
2. Create tracking system and staff accountability to ensure that all unit offer data is correctly 
entered into the EOHLC Housing Apps Vacancy Reporting System (Including Application ID, 
List Pull ID, Applicant Priority/Preference, and Lease Start date) 
3. When entering occupancy data in HAFIS, use the CHAMP Completed Offers Report as a 
source of the list pull ID#, Applicant ID, unit number and date of occupancy. The CHAMP 
Technical Update #21 provides guidance on how to track CHAMP PMR data.

CHAMP Criteria 3a

Rating: No Findings

Recommendations: 1. Ensure attachment A has Board vote and chai signature in time for PMR

CHAMP Criteria 3b

Rating: No Findings

Recommendations: 1. No Recommendations

CHAMP Criteria 3c

Rating: No Findings

Recommendations: 1. Ensure Minority percentages are listed in the Board extract annually for PMR and note if the 
placement rate was met or what the placement rate was identified as.

Report Date: 02/17/2026 18:19:39



EXECUTIVE OFFICE OF HOUSING AND LIVABLE COMMUNITIES (EOHLC)
PMR Physical Condition Report

For any questions on your FMS PMR Ratings, please contact your FMS.

LHA Name NORTON HOUSING AUTHORITY

FYE Sep 2025

HMS Name Kaliah Graham

FMS Name Todd Lawson

Criteria 1: 100% of units inspected during FYE under review

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 2: Unit inspection Reports create, track, and report Work Orders for inspection repairs, and Work Orders are
completed within 30 days or added to DM/CIP

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 3: Unit Inspection Reports accurately reflect necessary repairs

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 4: Work Orders created for every vacancy and completed within 30 days (or waiver requested)

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 5: Vacancy Turnover Work Orders accurately reflect necessary repairs

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 6: LHA Preventive Maintenance Plan accurately reflects all necessary work to maximize life of LHA components

Rating: No Findings

Recommendations: 1. No Recommendations



Criteria 7:  All emergency work orders are created, tracked, reported and completed within 48 hours

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 8: All requested work orders are created, tracked, reported and completed within 14 days or added to DM/CIP

Rating: No Findings

Recommendations: 1. No Recommendations

Criteria 9: LHA Provide a Preventive Maintenance Schedule of Work and Work Orders that encompasses 12 months and
meets all criteria as outlined in PHN 2022-10

Rating: No Findings

Recommendations: 1. No Recommendations

Health & Safety Deficiencies

Inspection reports were provided to the LHA at the time of the EOHLC site visit. Health and safety deficiencies were identified
during the PMR Inspection. These items must be completed or initiated within 48 hours. Following completion of these health and
safety deficiencies, the Executive Director must login to the FMS software application and certify, by electronic signature, that all
health and safety deficiencies have been completed. Please contact your assigned FMS for further assistance.

Report Date: 02/17/2026 18:19:39


