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Strengthening urban safety with Genetec Security Center

Case Study

Hammersmith & Fulham is one of London’s most vibrant 
inner boroughs. Home to over 180,000 residents within just 16 
square kilometres, it boasts world-class entertainment venues 
like the Eventim Apollo and Shepherd’s Bush Empire. Home to 
Westfield London—the largest shopping centre in Europe—the 
borough serves as the UK base for global businesses. It’s also the 
only borough hosting three professional football clubs: Chelsea, 
Fulham, and Queens Park Rangers. 

With bustling transport hubs, high visitor footfall, and diverse 
communities in the borough, the council faced a critical 
challenge: how to modernize security and infrastructure to keep 
pace with demand while managing costs. 

Speaking about the challenges, Andrew Foster, Managing 
Director Public Services at North, said: “Local government is 
facing a perfect storm. Rising costs, combined with a reduction 
in spending power, mean councils have some tough decisions to 
make. Technology has a huge role to play in making operations 
more efficient.”

From disjointed systems to a unified platform 
The Council’s CCTV network was fragmented across three ageing 
CCTV platforms used to monitor public spaces and housing 
estates. This led to duplicated effort, inconsistent service quality, 
and rising maintenance costs. It also hindered collaboration with 

partners like the Metropolitan Police and neighbouring boroughs, 
limiting the ability to respond quickly to incidents. 

In 2021 the council commenced work on a four-year upgrade 
programme with Genetec and North to tackle the problem 
head-on. The goal for this was clear: modernise the CCTV 
infrastructure, streamline operations, and improve long-term 
value. It secured an initial investment of £4.5million to support 
the upgrade. 

Unifying three systems into one represents a significant technical 
and operational challenge. But the collaboration between the 
council, Genetec, and North has proven highly successful. 
The new platform has delivered more efficient surveillance, a 
simplified user experience, and enhanced public safety. 

Speaking about the partnership, Neil Thurlow, Assistant 
Director Community Safety, Resilience and CCTV at 
Hammersmith & Fulham Council, explains: “We’ve worked 
together to explore upgrades to technology and shared service 
partnerships with neighbouring boroughs, including Kensington 
and Chelsea and Westminster. Not only does this approach allow 
us greater ability to cost-effectively invest in our own CCTV 
network, it also helps the Met Police respond to crime and anti-
social behaviour reports that occur in the wider west London 
area. That has enabled us to improve safety and ensure better 
outcomes for residents.”
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Reimagining public safety
Hammersmith & Fulham Council has now brought almost all its 
cameras into Genetec Security Center, a single scalable platform 
that integrates public space CCTV, IoT sensors, and advanced 
analytics. This has created a secure foundation to support the 
council’s unique blend of crime fighting services, which include a 
72-strong Law Enforcement Team, a pioneering Gangs Unit, and a 
dedicated Violence against Women and Girls prevention team. 

The new system supports the phased adoption of artificial 
intelligence and intelligent analytics, which will help make 
monitoring less manual, more efficient, and far more responsive. By 
reducing reliance on operator time, the council can focus on smarter 
ways to identify and respond to incidents in real time. 

Importantly, the platform gives the council the freedom to choose 
the best camera and IoT sensor for each location or scenario, rather 
than being locked into a single supplier. This flexibility boosts 
performance and ensures value for money. 

With the ability to monitor more cameras using the same number 
of operators, the council has begun to offer monitoring services 
to neighbouring boroughs, generating revenue and helping fund 
further control room upgrades.  

Smarter systems, safer spaces 
The new unified CCTV system has delivered clear and measurable 
benefits with operators now able to respond faster and collaborate 
more easily with key partners such as the Metropolitan Police, local 
football stadiums, and Westfield London. Enhanced data sharing 
has strengthened joint operations, particularly during major events 
and peak visitor times. 

The borough has achieved a marked improvement in public safety, 
with the total number of offences dropping 10% year-on-year1. 
Included within that is a:

•	 44% reduction in knife crime

•	 35% fall in robbery

•	 30% decline in burglary

•	 29% drop in theft from motor vehicles

The project has also helped the council deliver on its commitment 
to ruthless financial efficiency, ensuring that resources are allocated 
where they are needed most. By combining modern technology 
with close collaboration, Hammersmith & Fulham is creating a 
stronger, safer and kinder borough. 

1. November 2024 - November 2025
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Speaking about the project, Ben Durrant, Account Executive State 
& Local Public Admin at Genetec, said: “Our solution allows 
the smart integration of multiple systems, such as AI, IoT devices, 
and analytic centers into a single unified platform. This gives 
Hammersmith & Fulham Council the flexibility and functionality 
that’s essential to deliver their desired outcomes and create safer 
public spaces.” 

Future aspirations for the borough
Hammersmith & Fulham Council is committed to building on 
the strong foundations now in place. The next phase will focus 
on making greater use of Genetec advanced modules to expand 
monitoring capabilities and scale technology in line with the 
organisation’s needs. 

A key ambition is to integrate artificial intelligence across the 
CCTV network. AI will enable the team to work more efficiently 
by supporting both routine monitoring and strategic objectives, 
such as crime prevention and urban planning.

As the service continues to grow, real-time object detection, 
behaviour analysis, and pattern recognition will become essential 
tools for identifying potential threats and responding quickly.

The council also sees AI and intelligent analytics playing a crucial 
role in broader initiatives, including IoT integration and smart city 
development. Ongoing work with Genetec will shape how these 
capabilities are delivered, ensuring that innovation continues to 
drive safety, efficiency, and long-term value. 

“The borough has achieved a marked 
improvement in public safety with the total 
number of offences dropping 10% year-on-
year. Included within that is a 44% reduction 
in knife crime, 35% fall in robbery, 30% 
decline in burglary and a 29% drop in theft 
from motor vehicles.”
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