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Agenda
• Why is FixMyStreet.com interesting?
• Theoretical background
• Evaluation methodology
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• Evaluation methodology
• Findings
• Conclusions & Recommendations



Leeds University 
Business School

“discuss”
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FMS Homepage
(www.fixmystreet.com)
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Problems 
reported 
near Leeds 
University
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University
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Problem 1: 
“Park Cars”
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Policy Context: Transformational Government
• Three pillars of Local T-Government in UK:

– 1. Knowing our communities better
– 2. Giving local people more power
– 3. Making performance more visible

Power of 
Information
report (2007) –
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– 3. Making performance more visible
• “In the future, leadership in customer service will be 

defined by service that builds an implicit trust
between citizens and their government” (Leadership in 
Customer Service: Building the Trust, Accenture, 2006, p.6)

• “… much of our current engagementremains 
fragmented and superficialand does not make a 
significant impact on the designof our services.” 
(Transformational Local Governmentdiscussion document, CIO Council, 
March 2006, p.12)

report (2007) –
role of online fora
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Theoretical Background: 
Participation, Sense Of Virtual 
Community, and Public Voice

Participation in 
Virtual Communities
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Increased engagement 
& amplified public 
voice

(adapted from Blanchard & Markus, 2004, p.76)



Leeds University 
Business School

Evaluating FixMyStreet.com
– Traffic statistics reported by FMS
– Analysis of postings (SOVC) – Leeds City Council
– Stakeholder views
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– Stakeholder views
• FMS developers
• Local government officers
• Community activists (potential users)

– “Pothole” reporting: FMS vs. Directgov
– SOVC comparison: FMS vs. BRAIN
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Posting 
category

Total posts No. of posts 
soliciting 
response

No. of named 
posts

New problems 13 0 6

Older problems 9 0 5
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Old problems 
(status 

unknown)

42 1 17

Recently fixed 11 0 7

Old fixed 15 2 10

Totals 90 3 45

1.Participation  2. Exchanging support  3. Identification

Limited SOVC
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Stakeholder Views I – Usability & Benefits
– “I love the fact you can put a postcode in and a map of the 

area comes up … very simple and easy to use …” (Activist)
– “At this stage the site does not fit with neighbourhood 

operations.  The site is a good idea but is badly executedin 
my opinion … you could get people purporting to be 
someone else … I am not too sure how this benefits the 
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someone else … I am not too sure how this benefits the 
citizen as most would go to their own council websitesto 
report problems” (E-gov manager council B)

– “One of the main reasons for this site is to challenge the 
absurd situation whereby public problems are treated with 
doctor-style confidentiality … Problems and resolutions 
become public, pulling issues out from a shadow of 
secrecy.” (Director of mysociety)
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Stakeholder Views II – Council Concerns
– “… figures may show we are picking up more litter but the 

perception of the public may not reflect this … we are all 
finding it very frustrating .” (Neighbourhood Services 
manager, Council B)

– “If fifty percent of our issues came through FMS they would 
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– “If fifty percent of our issues came through FMS they would 
not be framed by our service offering/notices ... Expectations
cannot be managed. Call/posting prevention becomes more 
difficult.”  (Customer Services manager, Council A)
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Stakeholder Views III - SOVC
– “No discussion forums, they are too complicated … We are 

quite happy with the site at the moment ... it won the 2007 
Civic Society New Statesman / New Media award.”   (FMS 
developer)

– “Reports like ... ‘my neighbour Bob has a BBQ all the time 
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– “Reports like ... ‘my neighbour Bob has a BBQ all the time 
and he’s a dreadful person’ are a problem ... when it 
becomes a portal for anti-social behaviourthat’s when it 
becomes a problem.”  (FMS site manager)

– “In times past, local residents met in local shops and at 
school gates, where relationshipswere developed.  With 
more working parents and less shops there needs to be 
alternatives that fit in with modern living …”  (Activist)

– Brent’s BRAIN anti-social behaviour forum
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Conclusions
• Success?

– 3000+ problem reports in first 6 months
– Award-winning site
– Easy to use (maps and 3-click posting)
– Makes problems “public” – amplifies citizen “voice”
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– Makes problems “public” – amplifies citizen “voice”
– Single national system

• Failure?
– Low uptake and impact
– Problem information sometimes out-of-date
– Councils can’t explain context
– Duplicates existing council/national websites
– Missing emotive topics (e.g. anti-social behaviour)
– Not a virtual “community” (isolated posts)
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Recommendations I
• Advertise!
• Preserve FMS’ ease of use and “public voice”
• Allow councils to update problem reports and 

work in partnership with citizens and 
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work in partnership with citizens and 
communities

• Broaden to address issues of greater concern to 
communities e.g. anti-social behaviour

• Introduce discussion forums
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Recommendations II
• Encourage participation

– Leaders/facilitators create “public conversation” (e.g. use Activists?)
– Moderate postings
– Reply to initial posts (e.g. councils reply)
– Use own name for identification

So it’s not 
“(YOU) FixMyStreet.com” 
but “(WE) FixOurStreet.com”!
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– Use own name for identification

• And a sense of virtual community mayarise – leading to 
increased citizen satisfaction, commitment and involvement in 
community activities and problem-solving

• Thereby helping to address the Transformational Government 
agenda of “engagement and trust”
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Limitations of the Study
– Need a sense of scale re. total problems per council
– Postings “trajectory” not known
– Posts analysed for only one council
– Only a few stakeholders interviewed
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– Only a few stakeholders interviewed
– No actual users surveyed
– Are “community activists” representative of typical 

users?
– No opportunity to interact with survey respondents
– Brent’s BRAIN website analysed briefly
– Is SOVC an appropriate theory?
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