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Customers can have confidence in a fast and reliable connection and 
choose the best internet experience for them

Product Overview: Xfinity Internet

Speed & Reliability

Reliably fast speeds, even at peak times 
when everyone’s online on the largest 
Gig-speed network available.

Coverage

Connect to over 20 
million secure hotspots 
nationwide.

Security

Advanced security features that protect from hackers, 
malware, and unknown access to devices at no additional 
cost when using Xfinity xFi Gateway.

Control

View and control connected devices, 
as well as setting pause, family-safe 
browsing, and more.

Fits Everyone’s Needs

Customers can also bring 
their own equipment if 
preferred.

xFi Gateway

xFi Gateway helps deliver fast and reliable in-home WiFi
and provides access to exclusive features and tools like 
the Xfinity app and xFi Pods.

Internet Speeds
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xFi Complete includes all the features and benefits of the xFi Gateway, as well as 
Whole Home WiFi, Advanced Security On The Go, free Tech Upgrades, and Unlimited Data. 

Product Overview: 
xFi Complete & Next Generation Speeds

Whole Home WiFi
Whole Home WiFi evaluation identifies 
issues with network performance and 
determines if xFi Pods are necessary to 
ensure strong signal throughout the 
home. 

Advanced Security On The Go

Customers can add a layer of 
protection with VPN to browse safely 
on their mobile devices both inside 
and outside their home. 

Free Tech Upgrades
Customers are provided with a more 
advanced gateway after 3 years at 
no additional cost. Tech Upgrade 
helps address issues with device 
aging and more.

Unlimited Data
Customers can stream, 
download, and game as 
much as they want 
without worrying about 
data overage fees.

For customers in select areas who have xFi Complete: Next 
Generation Speeds

* Customers can get Gigabit Extra speeds with a 
leased gateway (without xFi Complete)

*

Note: Next Generation Speeds are only available to 
customers in select areas with xFi Complete

Next Generation Speeds are currently available in 
select markets only.

If the customer is located in an eligible market, you will 
see the below message to position the value increased 

upload speeds.
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Product Overview: Internet Essentials
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Product Overview: Installation Options

CONFIDENTIAL - FOR XFS TRAINING PURPOSES ONLY. 
DO NOT SHARE WITH CUSTOMERS.

Product Overview
• Xfinity Internet 
• xFi Complete
• IE+
• Install options
• Available Offers

ACP
• Do’s and Don’t’s
• ACP Order Entry
• ACP Customer Review

XOE
• XOE Order Entry
• XOE Common Errors
• XOE FAQs

Order Entry Support
• Reconciliation Process



Current Available Offers
Xfinity product and services provide customers the opportunity to do more of what they love. 
Xfinity's offers give them a chance to save money at the same time.
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What is ACP?

ACP

The Affordable Connectivity Program (ACP) is a government benefit 
program that helps ensure households can afford the Internet and Mobile 
service they need. The benefit provides a credit of up to $30 per month 
towards Internet and Mobile services.
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If a customer runs into an issues or is interested, but 
doesn’t want to sign up right now… 

…direct customer to this site to sign up at a 
later date.

Xf i nit y ACP We bs it e

Is the customer eligible?

A household is eligible for ACP if one or more member of the household 
meets any of the following criteria:
• Households making at or below 200% of the Federal Poverty Guidelines
• Receives benefits under the free and reduced-price school lunch program 

or the school breakfast program
• Qualifies for the Lifeline program, including any of the following benefits:

• Medicaid – Supplemental Nutrition Assistance Program (SNAP)
• Supplemental Security Income (SSI)
• Federal Public Housing Assistance
• Veterans and Survivors Pension Benefit
• Special Supplemental Nutrition Program for Women, Infants, 

and Children (WIC)
• Tribal Programs for Residents for Qualifying Tribal Lands
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IMPORTANT! Please note that while you can share the ACP eligibility information with the customer, you may not confirm a customer’s 
eligibility or approval status.

ACP: Do’s & Don’ts
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Do’s

• Provide access to a Comcast iPad or other Comcast connected 
device to allow the customer to apply online through the NV 
consumer portal but MUST ensure the device will not save the 
customer’s NV application credentials or PII

• Provide them with a copy of the NV application instructions 
and USAC guidelines on acceptable documentation

• Give the customer the phone number to the USAC ACP Support 
Center if the customer has questions about the NV application: 
(877) 384-2575

The steps on the next page can get the customer started with ACP

Don’ts

• Stand next to or near consumers as they complete the online 
NV application

• Access the online NV application or enter any information in 
the application for the consumer

• Provide any assistance to customers or guide customers as they 
complete the NV application through the NV consumer portal
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Follow the steps below to include the $30 ACP credit when getting your customer started on Xfinity services: 

ACP: Order Entry Process 
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Use the ACP toggle on the top of the XOE page – make sure the toggle is switched ON.

After switching the toggle on, continue to select the Internet service that the customer is interested in.

Once the services are selected, scroll to the bottom of the screen and select “Next”
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ACP: Order Entry Process 
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A text or an email can be sent to the customer so they can review their order and:
• Create their Xfinity ID
• Proceed through ACP verification

• Billing and Payment
• Review and Consent

Select the best installation method for the customer Product Overview
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Here’s what the customer will see during the review process:

ACP: Customer Review Process

Customer creates Xfinity ID
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Next, they’ll complete the ACP form that will be 
submitted to the National Verifier

The customer will be redirected 
to the ACP website

Customer will certify their info
Customer will receive notice if 
they qualify for ACP.

Customer will be redirected back to 
Xfinity to review their order.

Note: If an error occurs, continue to complete the sale and the 
customer should get an email from the National Verifier website 
within 72 hours to complete the sign-up process. They can later link 
their ACP to their Xfinity account.
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Drawers for each 
product can be 
expanded and 
collapsed.
The ACP toggle is 
prominently 
presented at the top 
of the page.

To begin adding 
products, select the 
appropriate drawer.

XOE Order Entry

CONFIDENTIAL - FOR XFS TRAINING PURPOSES ONLY. 
DO NOT SHARE WITH CUSTOMERS.

Plan Builder
Get to know Plan Builder in XOE

To Access XOE 
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https://xoe-portal.cws.xfinity.com/portal


Once you open the 
product drawer, you will 
see the tiles, which 
represent the tiers and 
offers available for each 
product.

XOE Order Entry
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Plan Builder
Lead with the hero product – Xfinity Internet
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Pricing now included on the tile!  

XOE Order Entry
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Plan Builder
Tiles provide details to help your customer choose best options. 

Value Add Header

Reflects additional value offers such 
as Visa Gift Cards, included xFi 
Complete, etc. 

Additional information about offer

Reflects important details about the offer, such as 
online promo, new offer, expiring soon, etc. 

Key benefits of selected tier 

Reflects value statements specific to the level of 
service, such as number of devices supported, 
streaming activity, BOB discount.
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Popular TV added to plan

When you select a tile and 
it's highlighted, it has been 
added to the cart.
You will see a pop-up 
message displayed after 
your selection indicating it's 
been added to the cart.

XOE Order Entry
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Plan Builder
Xfinity TV
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X O E  D E M O

Services & Equipment
• Reflects pricing and applicable 

promotional discounts based on the 
services selected

Taxes and Fees
• BTV and RSN fees reflected upfront
• Ability to calculate estimated taxes

Monthly Total
• Reflects monthly total for the selected 

package
• Pricing & other info available

One-time Charges
• Reflects one-time charges, such as 

installation fees

View or Hide the Cart at any time using 
arrow next to monthly total 

PlanBuilder

Reviewing a bill in XOE

XOE Order Entry
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XOE: Common Errors

If you receive an error… Try this:

Entering the name Make sure the name is less than 25 characters.

After Credit Check

An error may occur if:

• Customer fails credit check.
• Customer decides to pay their bill manually and has over 3 devices in their 

cart.

Adjust equipment choices to be at maximum 
1 xFi Gateway and 2 X1 TV Boxes.

Switch to Easy Enroll with Auto Pay.

Easy Enroll

After 2 unsuccessful attempts to enter customer’s SSN for credit check or identity 
verification, the system is detecting something unusual. 

Continue through the pop=up error message and complete the XOE 
transaction. Call the Sales Operations hotline at (866)-200-6744 or submit an 

escalation ticket to resolve POS ID verification.
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Q: How can I access  XOE?
A: Device management in XOE is  only available on an iPad.

Q: How do I process  an order I can't complete in XOE?
A: For transactions  you can't process  in XOE, including Xfinity Mobile, contact the CDSO at 1 (855) 218-0178.

Q: I received an error message and cannot proceed with my XOE order, what do I do?
A: If you're experiencing an error, please firs t refer to the Sales  Support job aid for a l is t of common XOE errors  and resolutions . If 
problems pers is t, contact the CDSO at 1 (855) 218-0178.

Q: How do I confirm the customer's  identify during the XOE buy flow?
A: When setting up a customer's  account and payment information, always  confirm identify by asking the customer to show their ID.

Q: How do I collect payments  in XOE?
A: In XOE, you wil l  need to capture the bil l ing address  and the name as  it appears  on the customer's  credit card. If not captured, the 
payment attempt may return an error message. Also, let your customer know they wil l  have an opportunity to review and approve their 
order (including taxes  and fees) prior to the credit card being charged.

Q: Can I leave XOE open once an order is  finished?
A: No, you should close XOE once you are finished with an order.

Q: Does  XOE time out?
A: Yes , XOE with automatically close after 15 minutes .

Q: Where do I go for XOE training?
A: XOE training is  available in your Sales  Training portal.
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XOE: FAQs
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Support: Reconciliation Process
Here are the Reconciliation steps to ensure you receive credit for any orders that are called in
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Step 1:
Select Order Reconciliation in XOE

Step 2:
Important: Need to Account Number & Work Order Number from 
Ops Support when calling in an order

1. Enter Account #
2. Enter Work Order Number
3. Click “Submit”
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Questions
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