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Abstract

Nuenen is the first town in the world where every house is connected to the internet via a fiber network to the home (FttH). There, we started to build broadband services apart from de usual triple play services (fast internet, TV and telephone). Community TV (CTV) and video communication (VC) are 2 primarily extra broadband services. By using CTV and video contact we developed services for healthcare, home support and sport clubs. Examples of services are a digital health check, digital home support for a financial advisor and sport club TV.

With CTV and VC we created a new digital ecosystem in Nuenen that improved social coherence. Furthermore, for the partners in the project-program “Ons Welzijn” (Rabobank, Achmea, Innoventia), the involvement also improved the long term relationship with customers.

Introduction

Building communities on the internet is a subject that is discussed for many years, now. There is not much progress in building communities that are purely based on an internet relationship between the participants. Apart from some big gaming communities [1], communities in newsgroups [2] and around blogging-sites, most communities on internet are still closely related to real live communities. 

But in this digital world, community building is important to improve social coherence and avoid digital solitude. Companies that provide customers with digital services have special responsibilities here: to obtain a strong, longtime relationship with their customers and to remain a responsible member of society. 
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That’s why we started our investigations on ICT community-services and community-tools for healthcare, home support and sports, together with real communities in the small town of Nuenen in the Netherlands. Three (inter) national companies (Rabobank, Achmea and Philips), one university (TUDelft) and several local companies (Innoventia, Close the Gap, OnsNet Nuenen) worked together in the program “OnsWelzijn”(Our Well-being) to develop these services and tools. The local citizens where strongly involved in workshops and in a feedback group. Apart from this, several observations where done in Nuenen, to collect ideas and wishes for future services on the broadband network. 

Figure 1: Logo
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Ons Welzijn.

Blending technologies create new opportunities 

Distributing content is no longer the exclusive domain of traditional broadcasters and publishers. Digitalisation and broadband have opened up a world of new technological opportunities that make producing and distributing content inexpensive and available to a wide range of parties, including banks. 

Internet is on the rise, as we all know very well. Now, 4,4 million households in the Netherlands already have broadband Internet. While the penetration of digital TV is still relatively small, it is growing at a whirlwind pace. The rise of broadband digital technology has also been accompanied by a surge in the number of digital channels and services on offer. This enables consumers to create, distribute and consume content any time and any place. The flip side of this development is the proliferation of channels and the related fragmentation of audiences. This makes it increasingly more difficult to reach and retain target groups for most companies. 

Television and internet are, on the other hand, rapidly growing towards each other. TV is shown on internet and vice versa. There is an increasing number of television fragments and television advertising (video banners) to be seen on the internet. But a movement in the opposite direction is also visible. Windows Media Center and digital interactive TV create internet availability on TV sets. 

The combination of TV and internet adds emotion to internet while TV becomes more interactive. 

As a result it is now possible for a provider to integrate information and sales processes within the television programme. This creates interactive television that lets consumers watch, listen, create, vote, game, chat and buy. Interactive TV consequently has the potential to develop into a fully-fledged distribution channel for banks. 
A special configuration of interactive TV over the internet is Community TV (CTV). Our definition of CTV is local TV and video-on-demand over the internet with local items and provided by residents (user generated content). With this definition, CTV is the cheapest form of television, because content generation is for free, distribution is almost for free and collecting movie, editing and video content management can be very cheap, too, if one compares it with normal television broadcasting.
Empty bank

Today, bank branches are often empty. Interactive TV can bridge the psychological and physical gap between the bank and its customer. The digitalisation of film and lower production and distribution costs now make it possible to use Interactive TV in local communities with CTV. And Video Communication (VC) makes it possible to put more emotion in telephone conversations. Furthermore, VC gives us the opportunity to add better contact feasibilities for our customers in combination with other digital bank services. Rabobank is gaining experience in this area on a local level in the Netherlands [3]. Pilots are being employed to create a dialogue via the TV or PC and emotion and interactivity are being added to internet banking. These activities enable us to learn whether we are able to bring about a dialogue and influence customer attitudes and/or behaviour on a local level. 

The trial
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Nuenen is a Dutch town that has been linked entirely to a glass fibre network to the home (FttH). It was consequently selected as the location for conducting a pilot to test local TV, video-on-demand and video communications. The Rabobank, in cooperation with other companies, started building broadband services different from the well-known triple play services (fast internet, TV and telephone). By involving the residents of Nuenen in creating ideas and making concepts of new services in workshops and by checking the results in a feed back group, we achieved acceptance of the new services. 
Figure 2: CTV in phase 1 and 2 (UI of homepage on TV and PC), see also www.onsnet.tv 
Healthcare, home support and sports 
By using CTV and video contact the Rabobank are developing services for healthcare, home support and sports clubs. Examples of those services are a digital health check, digital home support for a financial advisor and sports club TV.
With CTV and VC the Rabobank created a new digital ecosystem in Nuenen that, without a doubt, improved social coherence in the local community. Local communities are becoming stronger if they are in the same time digital (or virtual) communities. CTV and VC improve the community feeling within the real and virtual part of the community. We tried several other community tools to support local communities. We also tried to find new business models and new services to intensify community building. Furthermore, for the partners in the project-program “OnsWelzijn”(Rabobank, Achmea, Innoventia, see also [4]), the involvement also improved the long-term relationship with customers. Because CTV and VC give customers the feeling that our companies are nearby and involved.

In his presentation Ruud Smeulders will give you a short but deep and lively insight into the experiences of a financial institution with CTV and VC. He will share with you the challenges and benefits of Community TV.  

Points of information of the presentation:

1. Brief history & DNA of the Rabobank (no ordinary bank by nature)

2. Community TV (involved and nearby)

3. Producer or enabler? 

4. New business opportunities (for financial and other institutions)

5. Conclusions

6. Input from the audience

· Brief history & DNA Rabobank

· Why Rabobank started community TV initiatives (the Rabo TV program).

· Why Nuenen? ( FttH network + more elderly people.

· Why healthcare, home support & sports? 

· Community. TV in Nuenen, The Netherlands

· Definition of community TV in Nuenen. 

· Investigation ( workshops with inhabitants & market investigations. 
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Building & testing OnsNet-TV version 1 and 2.

· Communication of OnsNet TV and the program OnsWelzijn.

Figure 3: CTV Navigation to User Generated movie

· New community services

· Business cases and business models ( receipts and expenditure.

· Projects for the development of services on top of CTV. 

· Some of the first results ( CTV is live from December 2005 (pre-presentation check on www.onsnet.tv). 

· Conclusions

· Success of CTV in Nuenen

· New digital ecosystem on top of the normal eco system in place

· Discussion

· Is it better to develop a virtual community on top of a real (local) community?

· Are you a producer or an enabler?

· How to improve social coherence and avoid social solitude?

· How come the Rabobank creates strong long-term relationship with existing and new customers via community TV?  
For any further questions or suggestions regarding this presentation, please contact Ruud Smeulders at r.j.a.m.smeulders@rn.rabobank.nl
Acknowledgement
Partners in Nuenen: Innoventia, Close the Gap, OnsNet, WBV Helpt Elkander, Achmea, Philips, Technical University of Delft, Rabobank Netherlands and Rabobank Nuenen, Son & Breugel

Literature

[1] Multi User Games such as “World of WarCraft” (www.worldofwarcraft.com; community of 6.5 million users) and “Second Life” (secondlife.com; community of more than 1 million users)

[2] Newsgroup communities (for example see Google Groups; groups.google.com) 

[3] Olthoff, Ruud, TV Banking- When the bank is invited on the client’s couch, EFMA Magazine, 24, November 2006, http://www.efma.com/infos_letter.php4.

[4] More information on www.onsnet.tv, www.rabobank.com, www.achmea.nl, www.onsnetnuenen.nl en www.closethegap.nl.  

