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REQUEST:  

Is Liberty aware of any industry data or best practice standard concerning an appropriate number 
of customer walk-in centers per 10,000 customers, or similar data?  If, so, please indicate where 
Liberty’s walk-in center operations stand in relation to this industry data. 

RESPONSE: 

Liberty Utilities is not aware of any industry data concerning an appropriate number of customer 
walk-in centers per 10,000 customers.  

However, we are aware of trends for utility companies operating walk-in centers through our 
membership with E-Source. The 2019 E-Source Contact Center Performance Study included 
Walk-in Center insights.      

From the report: 

Though the overall number of walk-in centers may be shrinking, customer reliance on these centers for 
payment isn’t. Some of the customer segments that report using walk-in centers almost twice as frequently as 
the general US population include Spanish speakers, customers with less than a high school education, low 
income households, and customers under 34—these rates have held steady over the past four years. 
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