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    Marblehead Housing Authority (MHA) 

Work Order Procedures & Policy  
 

All work performed by Maintenance Personnel must be recorded through work orders.  
 

• All repairs requested by residents must be called into the MHA’s main line (781-
631-2580).   
• All work orders will be created by the MHA Office Staff or Maintenance Staff, and 
will immediately be entered into the work order system.    
• If an emergency exists after normal working hours, the call service will notify the 
MHA’s “On Call Cell Phone” and email the office staff.   
• The Director of Maintenance/Maintenance Supervisor will assign the work order to 
the appropriate maintenance personnel based on the property, and staff knowledge, 
skill and ability.     
• The Maintenance Personnel will perform the necessary repairs and complete the 
work order form with detailed duties performed, denoting number of man-hours and 
materials used.  The maintenance personnel will sign the work order indicating work is 
completed.   
• The completed work order will be forwarded to the appropriate staff within 10 days  
so that the appropriate staff can close out the work order in the housing software 
system.    
  
Work Order Classification   
Work order classification is the most critical item in the prioritization and scheduling 
of work tasks.  Work order classifications and recommended standards for response 
time are as follows, with Maintenance Categories listed in order of priority: 
  

• EMERGENCY- work which must be done immediately   
Conditions which are immediately threatening to the life or safety of the residents, 
staff or structures, such as: fires of any kind, gas leaks, electric power failure, broken 
water pipes, sewer blockage, roof drain blockage, roof leak, security lock failure, no 
heat, snow or ice storm, elevator stoppage.   
Response time standards - Immediate action by Maintenance Personnel.  

   
• VACANCY REFURBISHMENT- work necessary to make empty units ready for 

new tenants.   
o After emergencies, the refurbishment of vacancies for immediate re-

occupancy should have the highest priority for staff assignments.  Every day a 
unit is vacant is a day of lost rent.   

o Vacancy work should not be abandoned when a resident makes a 
maintenance request that is not a priority/emergency.   

 
Response time standards- 14 days, although vacancy refurbishment response 
time will vary depending on the scope of work needed to be performed.   
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• REQUESTED MAINTENANCE- work which is requested by residents or others.    

Requests from residents or others for maintenance which does not fall into any of the 
categories above.   
Response time standards- attended to within three to seven days.   
  

• ANNUAL UNIT INSPECTIONS   
Annual housing inspection work items are those identified during annual unit 
inspections.    
Response time standards- should be completed within 20 days (except those that 
are of emergency nature).    
   
ADDITIONAL WORK ORDER ITEMS   
  

• Preventive Maintenance - work which must be done to preserve and extend the useful 
life of various elements of the physical property and to avoid emergency situations as per 
the Preventive Maintenance Plan.   

   
• Programmed Maintenance - work orders which are important and should be completed 

to the greatest extent possible within time and budget constraints.   
    

o Routine Work - includes those tasks that need to be done on a regular basis to 
keep physical property in good shape, such as picking up litter, sweeping public 
spaces, cleaning/sharpening tools, attending training sessions, shoveling 
snow/plowing, raking leaves, maintaining inventory, etc.    

  
o Inspections - visual and operational examinations of the interior and exterior 

property to determine conditions, such as broken windows, dripping faucets, 
raised tiles, damages in units, boilers, shrubs, trees, lawns, etc.    

   
   
   
   
   
  
 
   
  

 


