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  Idea (From VMOST):

If we… Build a responsive My Loans website that gives people self service functionality
Then… we will reduce costs as customers will not call the contact centre as much
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This functionality equates to 52% 
of all calls that pass through the 

contact centre
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All functionality would equate to 
70% of all calls that pass through 

the contact centre
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This functionality could equate 

to c. £500k per year in 
additional revenue
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