
 
FAQ’s – Water Risk Assessment, Management, and Associated Remedial Works 
 
What will this contract cover? 
The agreement we intend to enter into is for the Water Risk Assessment, Water PPM & 
Management and Associated Remedial Works. 
 
The Services to be performed consist of but are not limited the following: 
 
Aster have named this procurement project Water Risk Assessment, Management, and Associated 
Remedial Works (WRAM). Aster intend to split the Contract into multiple Lots with regional divisions and 
intend to award a separate contract to each of the successful suppliers in each Lot.  
 

Lot Number Service Provision Region 
1 Specialist water hygiene services 

and remedial works 
London, Hampshire and 

Wiltshire 
2 Specialist water hygiene services 

and remedial works 
Dorset, Somerset, Devon 

and Cornwall 
 
Each Lot will provide the specialist water services and remedial works from the servicing and general 
wear and tear to their allocated region as outlined below: Aster reserve the right to review the lotting 
structure and further separate regions as required if it provides best value for money. 

 

Specialist Water Services (PPM’s) 

Service Frequency 
Water/Legionella Risk Assessments (LRA’s)  
 
Enhanced LRA’s 
 
Communal cylinder/calorifier/HWS servicing 
 
Chlorine dosing unit servicing  
 
Cold water storage tank inspection & clean 
 
Expansion vessel inspection & service 
 
Water temperature checks 
 
POU water heater inspection & service 
 
Shower descales/cleans 
 
TMV inspection & service (communal areas) 

Biennially 
 
Ad-hoc 
 
Annually 
 
Monthly  
 
Annually 
 
Biannually 
 
Monthly 
 
Biannually  
 
Quarterly  
 
Biannually  



 
TVC & legionella sampling 
 
Water softener service & inspection  
 
Some emergencies reactive & planned remedial works. 
 
Water Flushing 
 

 
Annually/As required  
 
Quarterly 
 
Regularly 
 
Adhoc 

 
Remedial works and Ad hoc. 

 
• Repair and replacement of equipment related to water-based services. 
 
• Other ad hoc works which will be charged under day-work rates or SOR.  
 
• Design & specification, installation, commissioning of new or replacement domestic and 

communal water systems, as determined by pre-agreed quotation, scope, and requirement. 
 
• Remediation/alteration of all associated building works. 
 
• Disinfection of water service within void properties (those not used, or flushed for 30 days) 

 
Why are you changing it? 
The current contract is coming to an end and we are retendering to undertake a value for 
money exercise. Due to the contract value and in order to comply with Public Contract 
Regulations; this must be a competitive exercise.  
 
The letter mentions a payment of £100, does this mean I need to pay this or that this is 
going to be my contribution? 
No. This letter is not a request for payment and at this stage we do not know what the cost to 
you will be for this service. We are required to consult with you about our intention to enter into 
a new agreement with a new contractor which will continue for longer than 12 months and 
where your contribution may exceed £100. 
We will write to you with details of the cost at stage two of this consultation once the tender 
exercise has been completed. You will have received this letter as you are a customer whose 
property drains into a wastewater treatment plant, septic tank or pumping station which we are 
responsible to maintain.  
 
How long will be agreement be for? 
Each contract will each be for an initial term of 4 years with an option to extend for 2 x 1 year 
periods.  
 



If a contract is for a number of years what happens if the contractor doesn’t perform 
well, do they keep getting the work? 
The contract will say that if works or services are not delivered or are not value for money, we 
may end the contract.  
 
You say this is a legal consultation, are you now going to add legal costs to my service 
charges? 
No. Although this consultation process is required by law there are no legal costs involved.  
 
 
Where can I access more information about the services you are looking to provide? 
A description of the services to be provided under the agreement can be found on our website 
www.aster.co.uk – search for ‘Have Your Say/water testing. 
 
When do you hope to have the new agreement in place? 
Following completion of a successful Section 20 consultation.  
 
How do I know if I currently pay towards water testing? 
This information should be contained in your latest service charge statement. In the absence of 
this you will be able to check this with our service charge team – servicecharges@aster.co.uk. 
The cost on your service charge statement will be under the heading “water testing”.  
 
You can also view your service charges online through MyAster. 
MyAster is an online portal where you can monitor your account with Aster, complete tasks 
yourself and contact us at any time to suit you. If you have not yet registered to use our 
MyAster portal service, please click here to get started. 
 
Why have I received a letter, I am the freehold owner of the property? 
Section 20 of the Landlord and Tenant Act does not require us to consult with freeholders. 
However, as a freehold owner who pays a charge towards the cost of wastewater maintenance 
which we maintain we wanted to include you in the consultation to give you an opportunity to 
make any comments on our intention to enter into a new agreement for the provision of this 
service. 
 
 
 
What if I am not happy with the current services provided? 
Under this consultation process we are unable to deal with complaints about quality of current 
provisions. Please visit our website or contact your housing officer to log any issues you are 
experiencing as a formal complaint. 
 
FAQ’s Section 20 Consultations 
 
What is a section 20 consultation and why does it affect me? 

http://www.aster.co.uk/
mailto:servicecharges@aster.co.uk
https://my.aster.co.uk:36091/Account/Login?ReturnUrl=%2Fconnect%2Fauthorize%2Fcallback%3Fclient_id%3Daareonuk360.web.app%26redirect_uri%3Dhttps%253A%252F%252Fmy.aster.co.uk%252F360.OpenIdAuthentication%252Fconnect%252Fsignin-oidc%26response_type%3Dcode%2520id_token%26scope%3Dopenid%2520profile%2520email%2520aareonuk360.profile%2520tenant.web.api%2520aareonuk360.api.gateway%2520aareon.backoffice.360%2520offline_access%26response_mode%3Dform_post%26nonce%3D637092350170211253.ZmZhYjBiN2YtYjYxMC00YjYyLWIzZTktYjc1ZGUzODdmMDZjNjdhZWU5MDctMjQ4Ny00YzRhLWIzMGQtN2U1ODViMGYwZjU4%26acr_values%3Dtenant%253AAster%26state%3DCfDJ8F1-mRVH5t9OmZ3qBMZ8gM4iLKEDOq-_2xVZiqEPlADDcInaEyLLzP6KewmctjIU6YMIEaDyWV6br1Z705X0ou7DZsvGVfKkBoiiVbPfVoPSxDrB4i46gEi1uNGrV-nm99-KOlnp4buLbrUbrEID4UOT7Fc4m90rO4tnLCG5qcKphAz-zbgKQIGbFRqVRgzbsJFZCvaPq1ymTf4kvBBK3HrU0ku-ZoPIoUwV8TkXsQ9w3hegz3VeQWK4-Bo-ghat_9CqaNhJnS951mRgIs89G0j0J9f1GvUw_TXVx1Adgqb0AQIUp2rsMxwByYwBFEz3-TF5FYa-1BBCHjTTyB-A6OHoPFiPdFtRw3rH42leMWLZ%26x-client-SKU%3DID_NETSTANDARD2_0%26x-client-ver%3D5.3.0.0
https://my.aster.co.uk/Registration-Request


The Section 20 consultation process was put in place to protect service charge payers and to 
make sure that landlords only carry out work or enter into service contracts that are necessary 
and at a reasonable cost. 
 
Anyone who pays a service charge whether they are a leaseholder, shared owner or tenant 
maybe be affected by a section 20 consultation.  
 
The process allows service charge payers the chance to comment on the works and 
sometimes to suggest contractors for the works depending on the value of the contract. 
 
 
 
When is the S20 consultation process used? 
For any one-off works that will cost an individual service charge payer over £250 or for any new 
service (for example ground maintenance) that lasts longer than 12 months and will cost any 
service charge payer over £100, we need to let you know and give you the chance to comment 
on what we are planning. 
 
Your comments (known as observations) form part of a formal consultation between us and you 
and it’s our legal requirement under section 20 of the Landlord and Tenant Act 1985 to involve 
you. 
 
How does the Section 20 consultation process work? 
This may vary according to the type of work and the cost but it’s usually along these lines: 

1. We send you a legal Notice telling you what work or type of contract we are planning to 
enter into. This will include letting you know where you can find out more details and 
how you can provide your comments. 
 

2. We get some quotes from contractors, taking in to account any comments we’ve 
received.  
 

3. We send you a ‘notice of estimates’ which gives you the details of the estimated costs. 
You are able to provide feedback to us on the estimates. 
 

4. Taking into account any feedback we received we award the contract to a preferred 
supplier to carry out the work.  
 

5. If the contractor is not the cheapest, we will write to explain why they have been 
awarded the contract. 

 
Can I nominate a contractor? 



While the opinions and views of Tenants, Leaseholders & Shared Owners are invited and 
considered, you are not invited to nominate a contractor or company for us to approach. This is 
in line with the regulations set out in the Landlord and Tenant Act 1985 as amended by the 
Commonhold and Leasehold Reform Act 2002, as the invitation to tender is made by way of 
public notice. 
 
What is an observation? 
You have a right to reply with your comments to a Section 20 notice up to 30 calendar days 
from the date of the notice. Your reply is known as an ‘observation’. We will give due regard to 
any observations received during the consultation period. 
 
A summary of all the observations received and our responses to them will be sent out with the 
next stage of the consultation documents. 
 
All the comments and feedback we receive are taken into account when planning the work and 
awarding the contract. 
 
 
How do I make an observation? 
Your observation must be in writing either by letter or email. Any email should be sent to the 
email address at the top of this letter. Letters should be sent to the following address, Section 
20 Officer, Aster Group, Sarsen Court, Horton Avenue, Cannings Hill, Devizes, Wiltshire, SN10 
2AZ. You can’t make observations verbally over the telephone. 
 
Is this Section 20 Notice a bill? 
No, this is not a bill. You don’t need to make any payment in response to receiving this letter or 
any enclosed notices. 
 
How much will this cost me?  
We will contact you again at Stage 2 of this consultation to let you know of any changes to your 
service charges as a result of this contract. 
 
 
What if I cannot afford to pay? 
If you are worried about how you will meet the cost please speak to your housing officer.   For 
more information visit https://www.aster.co.uk/existing-customers/leaseholder/what-to-do-if-you-
are-struggling-to-pay 
 
I have received a S20 notice but I don’t think it’s for me 
If you receive a notice to your address but not in your name please let us know, it may be that 
our records need updating or that the leaseholder is subletting the property to you. 
 

https://www.aster.co.uk/existing-customers/leaseholder/what-to-do-if-you-are-struggling-to-pay
https://www.aster.co.uk/existing-customers/leaseholder/what-to-do-if-you-are-struggling-to-pay


If you are a leaseholder sub-letting your property, please let us have a correspondence address 
so we can send S20 Notices to you there. 
 
I am planning to sell my property before the service described in the S20 notice is 
completed. 
You should keep the documents safe and pass them to your solicitor when you have accepted 
an offer.  Any potential purchaser needs to be aware of any Section 20 consultation. 
 
Where can I go for advice? 
You can contact your local Citizens Advice Bureau for independent advice. The following 
websites also have useful information about the S20 process: 
http://www.lease-advice.org 
http://www.leaseholderadvicecentre.co.uk 
 
 

http://www.lease-advice.org/
http://www.leaseholderadvicecentre.co.uk/

	Specialist Water Services (PPM’s)
	Remedial works and Ad hoc.

