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OVERVIEW OF MEDIAKLIK® SYSTEM 

Mediaklik® is an award winning service that allows members of the public to submit environmental issues to their 

council using their camera phone, email, or the Mediaklik® web site and to be kept informed of the progress 

automatically. 

These images can be of graffiti, fly tipping, broken pavements, potholes, lampposts, abandoned vehicles or other 

elements of anti-social behaviour. Mediaklik® provides an image that can be incorporated into a report and scheduled 

into back office workflow; it also provides a detailed location service using GPS mapping services. It displays the image 

and planned response on a hosted web site, once an image is submitted it is easier to respond in a more immediate 

and timely fashion and with the correct resources. Mediaklik® links the incidents with "satellite mapping" which 

means the correct resources can be sent to the right location first time; it also keeps a record, stores the image on a 

database and allows monitoring for any trends.   

For council employees Mediaklik® provides a richer pda based client that automatically captures location and 

categories the data.   

Mediaklik is simple, flexible and effective, it allows true interaction into existing services, and has been proven to 

improve services, cut costs and deliver an increase in customer satisfaction. It allows involvement and most 

importantly feedback between the council and their residents. The “Love Lewisham” project www.lovelewisham.org 

has presented an opportunity to engage people in a real process that has demonstrable effect on their community. 

The project presents an opportunity to interact and promote active citizenship, and has attracted the attention of the 

Metropolitan Police and the PCSO's in Lewisham who are using the service. 

In “Mobile telephony and the development of public services”, recently published by the Delivery and Transformation 

Group 

(http://development.cabinetoffice.gov.uk/upload/assets/www.cabinetoffice.gov.uk/mymobilemaster061130.doc ) 

they hold LoveLewisham up as a case study stating:  

“The public get a quicker response, leading to cleaner streets. Employees have improved workflow and 

reduced paperwork. Council operatives have increased job satisfaction in responding to environmental issues 

rapidly and capturing evidence before and after.  Lewisham resident satisfaction levels for street cleaning 

rose from 49% in 2002, 53% in 2003, and  56% in 2004 to 60% in 2005. This is 8% above London average” 

http://mail.bbits.co.uk/exchweb/bin/redir.asp?URL=http://mail.bbits.co.uk/Exchweb/bin/redir.asp?URL=http://www.lovelewisham.org/
http://development.cabinetoffice.gov.uk/upload/assets/www.cabinetoffice.gov.uk/mymobilemaster061130.doc
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MEDIAKLIK® SCENARIOS 

OBJECTIVES 

The following scenario demonstrates how a member of the public might begin to use the system, the issue does not 

always have to be graffiti and initial usage of the system will normally highlight benefits of the system being utilised in 

a way previously not considered.  

SCENARIO 1 ELIZABETH, LOCAL RESIDENT 

Elizabeth is a young local resident, who would like to have her voice heard in the community, but has not previously 

felt she had an easy and efficient way to do that. Consequently she has not reported things like broken lights or 

graffiti.  She has felt that it would take too much of her time and she would not get feedback on progress.  Basically 

“it’s more trouble than it’s worth” 

Elizabeth has access to a computer, a mobile and the Internet. She is more likely to use a medium where she can 

contribute content instantly & easily and see responses directly. 

Elizabeth visits the council web site after reading an article in the local paper, she discovers the environment initiative 

for a cleaner City. She finds out that she can contribute her own content to the site by using her mobile phone to 

report environmental issues; and she reports some graffiti in her street, simple by taking a picture of it, typing the 

address line, and sending it to a special number or e-mail address, very easy and quick.  She is pleased to receive an 

immediate text message back to inform her that the photo has been received and that it is being dealt with.  A day 

later she looks at the site and sees the image she submitted, and a message to say the graffiti has been removed, 

followed by an “after photo” of the clean wall.  A text message on her phone also alerts her to the work being 

completed.  She registers with the site and posts a message to say how pleased she was with the service. 

SCENARIO 2: JOHN, SITE ADMINISTRATION 

John is an administrator within the council’s environmental services team.  It is his responsibility to manage the 

content on the site and to moderate and approve images and messages that come from the public and council users, 

and to coordinate the resulting workflow. 

When Elizabeth firsts send the image in of the graffiti in her street, John received an automatic email to notify him of 

the new job item.  He clicks a link in the email to see the full details on the web site.  He is not quite sure from the 

road name where the graffiti could be or how much work it would take, but a quick look at the photo gives him a good 

idea of what will be needed, and a look at the satellite imagery of the street shows exactly the wall it is on.  He 

approves the job, allocates it to the graffiti team, and since Elizabeth has indicated she wants to be notified by SMS of 

updates, sends a text message to her too.  The next day the graffiti team clear the graffiti and send an “after photo” 

which is appended to the job automatically.  John sees the work has been done and marks it as complete.  Finally he is 
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notified that a message has been posted on the site regarding the job, it’s from Elizabeth – he reads it and approves it 

for the public part of the web site. 

SCENARIO 3: PAUL, GRAFFITI TEAM 

Paul is a member of the graffiti team.  After John has approved the job sent in by Elizabeth, and allocated it to the 

graffiti team, Paul gets an email and a text message informing him of the work.  He can view the details on his 

Windows Mobile device or on the web site.   

He is glad that he can view a detailed map of the site and also see the photo of the graffiti itself; this gives him a much 

clearer idea of resources he needs to allocate and the work involved.  He looks at the interactive map to see all the 

graffiti jobs that have been assigned in this area to work out the route for today.  He goes to the site himself, guided 

by directions for the Mediaklik PDA application, and removes the graffiti as part of his round.  After he has finished it 

he takes an image of the clean wall, enters the job number and sends it back to the system, which is updated 

automatically. 

On the way back he spots an abandoned car – he uses his PDA device to take a picture of it, the location is captured 

automatically as his device has GPS, he then categories the work with a few screen taps and sends it back to the server 

where it will be automatically approved and assigned to the correct team. 
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MEDIAKLIK® CASE STUDY: LOVE LEWISHAM 

TRANSFORMED SERVICE DELIVERY AND RESIDENT SATISFACTION 

The introduction of the Mediaklik® service through the www.lovelewisham.org initiative has transformed service 

delivery in Lewisham and has demonstrated significant service improvements: 

 Reports of graffiti have fallen by about 30% this year.  
o This is against a record high in 2006.  

 Metres removed and the number of jobs has also fallen.  

 Less graffiti has been observed from our own monitoring, down from 12.29% last year, to 9.43% this year  

 Independent monitoring (EnCams) shows a similar trend, down from 16% last year to 9.5% this year.  

We believe that this is a direct result of our Love Lewisham initiative; 

 Graffiti (and other environmental issues) are now far easier to report. 

 Many more people are reporting issues through ‘Love Lewisham’  

 Involvement of Metropolitan Police Safer Neighbourhood Teams and their activity (reporting graffiti to us 
and prosecuting taggers)   

 Taggers are being deterred (graffiti won’t stay in place, so why bother?)  

 When graffiti is reported, it’s removed faster than ever.  

These improvements in service delivery have helped secure sustained improvements in resident satisfaction. The 

number of residents saying that the street cleaning service is ‘good’ or ‘excellent’, has risen by 18% since the scheme 

was introduced. This is 11 points higher than the London average. The BV89 performance indicator (satisfaction with 

street cleaning) has jumped from bottom to top quartile over the past 3 years.  

 

BVPI Indicator 

Previous 

Score 

New BVPI 

Score Change 

Confidence 

Interval

Previous CPA 

Threshold 

New CPA 

Threshold 

BV89 Cleanliness 52 68 +16 2.73 Lower Upper

BV90a Waste Collection 67 80 +13 2.36 Lower Middle

BV90b Recycling - 56 - 3.17 Lower Middle

BV119e Parks and Open Spaces 65 76 +11 2.56 Lower Middle

http://www.lovelewisham.org/
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Lewisham’s performance indicators show that the effects are significant and sustained. The Love Lewisham site has 

had over 18,500 enviro-crimes logged in the past year. To date, there have been over 45,000 enviro-crimes recorded 

since the site was launched.  

JOINED-UP SERVICE DELIVERY 
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The organisational productivity has been significantly enhanced by involving a wider group of stakeholders and other 

council employees. The responsibility for reporting environmental problems is shared among a much wider group of 

people, making it less likely for persistent issues to trouble our residents. Lewisham recognise that they share 

priorities with other stakeholders and so empowered Metropolitan Police Community Support Officers (PCSO’s), 

giving them PDA’s to report environmental crime to Love Lewisham. This initiative attracted financial support from 

other Council partners, O2 and Fleet Communications. 

Video clip of this in action: 

http://www.youtube.com/watch?v=8NHBZAnmV34  

This work began with the Downham Safer Neighbourhood Team who conducted a six month pilot with the Love 

Lewisham technology. 

A six month evaluation report for the Downham pilot showed: 

1. A 50% reduction in graffiti 
2. Improved residents satisfaction in policing within Downham in 2007 
3. All of the Downham SNT ward panel members say they noticed visual evidence of cleaner environment, 

instilling confidence in Police and local authority. 
4. Two taggers arrested and prosecuted and a few other suspects cautioned 
5. Increased high visible Police presence. 
6. A local graffiti tag data base compiled for tracking offenders. 

In the fourteen weeks since this concept was rolled-out across all Lewisham Safer Neighbourhood Teams, nearly 900 

jobs have been reported. 

 

 

 

http://www.youtube.com/watch?v=8NHBZAnmV34
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EFFICIENCY GAINS 

Reduction in the time taken to remove fly-tips and graffiti 

1. Despite maintaining spend at previous levels, performance and resident satisfaction have improved 
considerably. 

2. We are cited as a ‘low cost, high performing’ cleansing service by Audit Commission indicators 
3. Resident satisfaction with cleansing continues to out-strip the London average (by 11 points in 

2007). 
4. EnCams (formerly Tidy Britain Group) who monitor standards, report fewer visible fly-tips and graffiti. 

The application has helped us get to these problems quicker 
5. Better able to prioritise resources, as an image informs workers what they need to deploy. 

 

 

The above spreadsheet (and graph below) demonstrates significant improvements in both performance and 

resident satisfaction, whilst spend has remained under inflation. 
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MEDIAKLIK® ARCHITECTURE & COMPONENTS 

Mediaklik® utilizes a modern n-tier service orientated architecture built on Microsoft .net technology. 

It consists of the following: 

MEDIAKLIK®CLIENTS 

There are two types of Mediaklik® client: 

MMS CAMERA PHONE 

Any MMS Camera Phone can be used to send in pictures and information to the Mediaklik® service.  Data sent in is 

geocoded automatically and the data entered in to the workflow system.  Gecoding relies on users entering a short 

address or postcode into the phone.  In certain areas it may be possible to use triangulation. 

 WINDOWS MOBILE 5/6 RICH CLIENT 

The Windows Mobile client is a .net compact framework windows application running on a Windows Mobile 5 or 6 

device, typically with a built-in GPS receiver (though an external Bluetooth one can be used).  This offers the benefit of 

providing accurate location automatically and for the user to be able to add additional metadata to a job item image 

(such as a description, category, or link an existing job), and for the user to be authenticated by the service.  

Authentication means that the workflow can be initiated immediately without requiring moderation, and enables 

detailed reporting and analysis of user participation. The data is passed to the Mediaklik® service via Xml Web Service 

protocols. 

MEDIAKLIK® SERVICE 

The Mediaklik® service is a managed service providing the following features: 

PUBLIC WEB SITE 

The public web site provides details on the currently approved jobs and their work status for public consumption and 

represents the “public face” of the service.  The site can be customised and branded to the client’s specification using 

HTML/CSS and other standard web technologies. 

The public site utilizes state of the art mapping and satellite imagery from the Microsoft Virtual Earth platform – 

provided by a partner agreement with Microsoft. 
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DATA PROCESSING 

Incoming data is geocoded and processed via the Mediaklik® service.  The service can resolve any address worldwide 

given the latitude and longitude or the street name and location.  Incoming data can contain “key words” for further 

automation into the workflow system.  Once processed, data is stored in a secure SQL Server 2005 data store. 

ADMINISTRATION WEB SITE 

A web based UI provides secure administration of the service, allowing administrators to manager user accounts, 

configure enterprise fields, manage, approve and assign jobs and job items, produce reports and more.   

WORKFLOW SYSTEM 

As a new job enters the system, a workflow can be initiated to determine what should be done.  At its simplest this 

can be an email notification sent to a relevant team or worker.  Mediaklik® also provides the ability to build more 

custom workflows through the use of Windows Workflow Foundation technology – this can be as a standalone 

component of the Mediaklik® service or could be integrated into other services such as MOSS 2007 or MS CRM v4. 

INTEGRATION SERVICES 

In addition to the workflow system integration potential, Mediaklik® can also be integrated with other systems 

through bespoke development or through the use of Active Web Integrator, a third-party product that partners 

Mediaklik®.  In addition data can be surfaced from Mediaklik® through industry standard services for use in other 

applications. 

 


