
How-to Guide

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

How-to  
Portal Flow

Use this job aid to learn how to navigate the NOW 
buy flow for NOW Mobile.

If this job aid is taking a while to load, it might be because of 
the Adobe Acrobat extension on your broswer. For easier access, 
consider removing this extension, which should take you to a 
preview tab where you can easily click through and navigate.

NOTE:

For the easiest and best way to use this job aid, click 
on the download button to the right of the mySource 
preview. 
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Please note: This information 
is confidential and for 
internal use only, intended 
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training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

NOW provides two new affordable prepaid service options for prospects and existing customers. NOW focuses on being transparent, simple and reliable.

NOW doesn’t take up your time without
good reason. That means no hidden fees, 
gimmicks, or surprises. Just the services 
customers want, for consistent all-in monthly 
prices. No contracts, no commitment.

NOW aims to be easy to understand. Simple to 
join, set up and manage. No complexity, clutter 
or complications.

NOW knows some customers don’t want all
the bells and whistles, but do want a 
connection they can rely on.

NOTE:

The screenshots you see in this job aid are subject to change.

Why NOW

NOW gives you straightforward access to quality Internet and Mobile that’s right for you, right now.
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New NOW Customer

New NOW Customer

NEXT

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

– E360 Flow

AFFECTED SALES CHANNELS
Inbound & Direct Sales will use E360 to launch 
into NOW buy flow.

1

NOTE

‘Start a new NOW’ sale button will present even if the location 
is not eligible for NOW–Xfinity Sales Representatives will need 
to review eligibility. Error messages will be based on the unique 
situation with the buy flow. 

For E360, if the customer is interested in NOW, lookup the address directly from the home page of E360 to validate if it is serviceable.

After finding the customer location, a New NOW customer button will present to launch buy flow. 

For example, the below message will appear if the Xfinity Sales 
Representative selects NOW buy flow on an ineligible location:
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New NOW Customer

New NOW Customer

NEXT

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

For R360, if the customer is interested in NOW, there is a ‘New NOW Customer’ button to launch buy flow.

1

AFFECTED SALES CHANNELS
Retail & Branded Partners will use R360 to launch 
into NOW buy flow.

– R360 Flow

RETAIL ONLY

NOTE

‘Start a new NOW’ sale button will present even if the location 
is not eligible for NOW–Xfinity Sales Representatives will need 
to review eligibility. Error messages will be based on the unique 
situation with the buy flow. 

For example, the below message will appear if the Xfinity Sales 
Representative selects NOW buy flow, but there is already an 
active account with the customer:
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New NOW Customer

New NOW Customer

NEXT

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

Once ‘New NOW Customer’ is chosen, Xfinity Sales Representatives will see options of NOW products for the customer to choose from if interested.

If both NOW Internet &  NOW Mobile are selected – learn page will default to land on NOW Internet. BAU process will begin with customer verification, with more details available in the 
provided appendix.

– R360 Flow
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3

ID scan is required for transactions with NOW Mobile. NOW Internet only transactions will not require ID scan.

NOTE

RETAIL ONLY
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NOW Mobile

NOW Mobile

If NOW Mobile is chosen by the customer, Xfinity Sales Representatives will land 
on NOW Mobile page with options to select Mobile or Tablet options. Retail Xfinity 
Sales Representatives will scan IMEI of selected device in store to proceed device 
customization. 

If a customer chooses to bring their own device instead, Xfinity Sales Representatives 
selects ‘Bring my Own Phone.’ Xfinity Sales Representatives then must check 
compatibility and if the device is not compatible, an error message will display.

RETAIL ONLY

Tablet

Tablet ViewMobile View

BYO: ALL CHANNELS

1
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NOW Mobile

NOW Mobile

For BYO, device customization is completed once the compatibility 
check is completed. 

Once device has been found compatible, Xfinity Sales Representatives is presented 
with the cart summary with options to ‘Checkout’ or ‘Keep Shopping’ (to add 
additional lines). After adding product to cart, BAU process is in order for account set-
up and review.

NOW Mobile

NOW Mobile
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NOW Mobile

NOW Mobile

For Non-Retail, if ‘View Devices’ is selected, Xfinity Sales Representatives will be brought to a phone catalog to select customer device. Once device selections are completed, Xfinity 
Sales Representatives can continue in process. Below is for the pay-in-full option. For the BYO option, refer to the previous slides.

Non-Retail View

NOW Mobile

NOW Mobile

2

3



How-to Guide

NOW Mobile

NOW Mobile

After device selection, Xfinity Sales Representatives then selects ‘Add to Cart.’

Once device has been chosen, Xfinity Sales Representatives is presented 
with the cart summary with options to ‘Checkout’ or ‘Keep Shopping’ (to 
add additional lines). After adding product to cart, BAU process is in order.

4

5
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NOW Mobile

NOW Mobile

Step 1: Xfinity Sales Representatives select ‘Shop Mobile’ in R360 
to add NOW Mobile. This will launch XM360.

R360 View E360 View

Step 1: In E360, Representatives select ‘MOBILE’ to add NOW 
Mobile. This will launch XM360.

– Adding An Additional Service for Existing Customers
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NOW Mobile

NOW Mobile

Step 2: After redirected to XM360, Xfinity Sales Representatives will be dropped into the NOW buy flow and will select ‘Add more services’ to add additional NOW product. Once 
selected, the learn page will appear. 

– Adding An Additional Service for Existing Customers

Adding An Additional Service
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NOW Mobile

NOW Mobile

Step 3: Xfinity Sales Representatives will select ‘Plans’ and add Now Mobile. Xfinity Sales Representatives adds/customizes device BAU: BYO or PIF and selects ‘Checkout.’ Xfinity Sales 
Representatives are then directed to the BAU account set-up and review process.

– Adding An Additional Service for Existing Customers



How-to Guide

NOW Mobile

NOW Mobile

Step 1: To upgrade NOW Mobile, Xfinity Sales Representatives pulls up existing NOW Mobile account in XM360 and selects line to upgrade device on. In XM360, Xfinity Sales 
Representatives selects ‘Replace Device.’

– Upgrade NOW Mobile Device
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NOW Mobile

NOW Mobile

Step 2: Xfinity Sales Representatives is advised they will be entering the NOW buy flow from XM360 to upgrade the customer’s device. Xfinity Sales Representatives is presented with 
NOW Mobile overview page and selects line to be upgraded. 

– Upgrade NOW Mobile Device

Upgrading NOW Mobile Device
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NOW Mobile

NOW Mobile

Step 3: Xfinity Sales Representatives selects ‘Device,’ then ‘Upgrade Now’ to enter device buy flow. Once clicked, Xfinity Sales Representatives is dropped into learn page with the 
option to select: Shop new phones OR Bring my own phone (BYO). Device check and selection process will be the same as the NOW buy flow including consent and checkout. 

– Upgrade NOW Mobile Device
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NOW Mobile

NOW Mobile

Step 1: In XM360, Xfinity Sales Representatives selects ‘Add a Line.’ Xfinity Sales Representatives is advised they will be entering the NOW buy flow. Once in the buy flow, Xfinity Sales 
Representatives selects ‘Add Another Line.’

– Add A Line
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NOW Mobile

NOW Mobile

Xfinity Sales Representatives is dropped into learn page with the option to select: ‘Shop new phones’ OR ‘Bring my own phone.’ Xfinity Sales Representatives completes device selection 
and customization process–same as the New NOW Mobile flow.  Xfinity Sales Representatives sends consent and customer completes account set up and review. Order is complete to 
add additional line.

– Add A Line

Adding A Line
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NOW Mobile

NOW Mobile

Step 1: In XM360, Xfinity Sales Representatives selects line to add 
‘Mobile Add On.’

Step 2: Xfinity Sales Representatives can select the following options:
– Mobile Add On

1: Manage carrier features–to add hotspot

2: Manage international services–to add Mexico and Canada call pass.

Mobile Add On
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NOW Mobile

NOW Mobile

Step 3: Xfinity Sales Representatives is then advised they will be redirected to the NOW buy flow to complete the consent and checkout process for the 
customer.

– Mobile Add On

Mobile Add On



How-to Guide

NOW Mobile

NOW Mobile

Step 1: To exchange device, Xfinity Sales Representatives launch 
XM360 and authenticates the customer BAU and selects the 
customer device.

Step 2: Representatives select ‘Return or exchange’ from the available options. Customers 
must be in the 14 day return/exchange window and customers will be responsible for the $35 
restocking fee. 

– Exchange Device for Existing Customers

Exchanging Device
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NOW Mobile

NOW Mobile

Step 3: After ‘Return or exchange’ is selected, Representatives 
are reminded of the restocking fee and click Continue. 

For Retail Xfinity Sales Representatives, complete device 
inspection and select Next when device inspection passes.

Step 4: Representatives are then redirected to the 
NOW buy flow.

– Exchange Device for Existing Customers

RETAIL ONLY

Exchanging Device
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NOW Mobile

NOW Mobile – Adding NOW Mobile for Existing Xfinity Internet Customers

XM360

XM360: If an existing Xfinity Internet customer wishes to purchase NOW Mobile, Xfinity Sales 
Representatives can launch the NOW buy flow after authenticating the customer BAU in E/
R360 and launching XM360. Xfinity Sales Representatives will be presented with the option 
to launch the NOW buy flow instead of running the SSN for XM based on the customer’s 
needs.

E360: If an existing Xfinity Internet customer wishes to purchase NOW 
Mobile, Xfinity Sales Representatives can launch the NOW buy flow after 
authenticating the customer BAU in E360 and selecting ‘Launch NOW 
Mobile Sales’ under the Mobile icon.

E360

Adding NOW Mobile
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NOW Mobile

NOW Mobile – Adding NOW Mobile for Existing Xfinity Internet Customers

Step 1: If an existing Xfinity Internet customer wishes to purchase NOW Mobile, Xfinity Sales 
Representatives can launch the NOW buy flow after authenticating the customer BAU in 
R360 and selecting ‘Launch NOW Mobile Sales’ under the Mobile icon:

Step 2: Once Xfinity Sales Representatives launch the NOW buy 
flow, they can navigate to ‘Account’ and select ‘Shop NOW Mobile.’

R360

Adding NOW Mobile
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NOW Mobile

NOW Mobile – Adding NOW Mobile for Existing NOW Internet Customers

R360: If an existing NOW Internet customer wishes to purchase NOW Mobile, agents can 
launch the NOW buy flow after authenticating the customer BAU in R360 and selecting 
‘Check NOW Mobile Eligibility’ under the Mobile icon:

R360

Adding NOW Mobile
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NOW Mobile

NOW Mobile – Transitioning Xfinity Mobile Prospect to NOW Mobile

Transitiong Xfinity Mobile to NOW Mobile

Scenario 1: If a customer decides to not consent to the credit 
check required for XM, the agent will be presented with a 
swivel option to NOW Mobile in XM360.

Scenario 2: If a customer decides to not consent to the credit 
check required for XM, the agent will be presented with a 
swivel option to NOW Mobile in XM360.

Scenario 3: If after the credit check, the financing offer does not meet the 
prospects needs, the agent will have an option to swivel to the NOW Mobile 
buy flow via XM360.

Scenario 4: If an XM prospect gets to the end of the cart flow in XM360 and their 
cost is above their total device payment plan, the agent will be presented with an 
option to swivel to the NOW Mobile buy flow and can swivel by selecting ‘explore 
plans.’
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NOW Mobile

NOW Mobile

Step 1: Xfinity Sales Representatives launches account in 
XM360–BAU. Xfinity Sales Representatives then selects ‘View 
plan details.’

Step 2: Xfinity Sales Representatives selects ‘Switch 
to NOW Mobile’ as long as the account is in good 
standing.

If account is suspended or in collections, 
‘Switch to NOW Mobile’ option will not be 
available.

– Downgrade to NOW Mobile
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NOW Mobile

NOW Mobile

Step 3: Once ‘Switch to NOW Mobile’ is selected, Xfinity Sales 
Representatives will be advised of the following before proceeding with the 
eligibility check:

•	 A device must be active for 60 days to complete the unlock process and 
switch to NOW Mobile.

•	 Xfinity Moble Protection Plan will not be supported through NOW Mobile 
and any existing device coverage will be lost.

– Downgrade to NOW Mobile

•	 Lines pending activation

•	 Pending Orders

•	 Remaining DPP

•	 Number of lines

•	 Paired Watches
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NOW Mobile

NOW Mobile

Step 5: If eligibility check is successful, Xfinity Sales 
Representatives selects ‘Continue.’

If not successful, Xfinity Sales 
Representatives will be shown which 
check points need addressed.

– Downgrade to NOW Mobile

All checkpoints provide the ability 
to be redirected to the appropriate 
location to address each error. 
individually:
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NOW Mobile

NOW Mobile

Step 6: Xfinity Sales Representatives reviews each term of 
switch and verifies the customer terms and agreements.

– Downgrade to NOW Mobile

Step 7: Xfinity Sales Representatives sends consent to customer, customer 
completes account set-up and review and order is then complete for 
downgrade from XM to Mobile.
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NOW Mobile

NOW Mobile

Step 1: Xfinity Sales Representatives launches XM360 BAU.

Step 2: Representative then selects line to ‘Resume’ and is redirected to the NOW buy flow. 

Step 3: Once buy flow steps are configured and customer completes account set-up and review, order is complete for reactivating NOW Mobile Line.

– Restore NOW Mobile Line
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NOW Mobile

NOW Mobile – Disconnecting NOW Mobile Service

Xfinity Sales Representatives can cancel NOW Mobile service by line in XM360.

Step 1: After authentication in XM360, representatives 
select ‘Lines & Data’ and then ‘Deactive Lines.’

Step 2: Representative must confirm selections below 
before proceeding:

Step 3: Representative is then presented with 
lines to select for deactivation:
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NOW Mobile

NOW Mobile – Disconnecting NOW Mobile Service

Step 4: Representative then selects deactivation 
reason and is presented with line deactivation 
confirmation.
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NOW Mobile

NOW Mobile – Billing Management

Manage Wallet: Representatives can update customer’s wallet in XM360.

Step 1: After authentication in XM360, agent selects ‘Billing’ and then ‘Manage Wallet.’
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NOW Mobile

NOW Mobile – Billing Management

Step 2: Representatives will be able to select a different card already in the Wallet to make the default payment 
method for their NOW mobile subscription.
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NOW Mobile

NOW Mobile

NOW Mobile

NOW Mobile
Turn Off/On Auto Pay: Xfinity Sales Representatives can turn auto pay off or 
on for NOW Mobile in XM360. If auto pay is turned ‘Off,’ this will ‘Pause’ the 
customers NOW Mobile service.

Step 1: After authentication, representative selects billing. If auto pay 
is off, an option to ‘Turn on’ will present. If auto pay is on, an option to 
‘Turn off’ will present.

If turning on auto pay, the below message will display:

If turning off auto pay, the below message will display:
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NOW Mobile

NOW Mobile – Billing Management

View Billing Ledger and Invoice History: Representatives can view a customer’s NOW Mobile billing history and associate invoices.

Step 1: After authenticating in XM360, the agent selects ‘Billing’ and 
then ‘Ledger.’

Step 2: Representative can select specific line item to open invoice for the 
associated transaction:
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NOW Mobile

NOW Mobile – Billing Management

BAU Functionality: Representatives can view and complete the following actions following BAU processes:

•	 Buyers Remorse Return (Device & Tablet)

•	 Lost/Stolen Damage Devices

•	 Device/Line Activation

•	 Military Suspend

•	 SIM Swap
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Transfer NOW Service

Transfer NOW Service

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

If NOW Internet Customer:

•	 No agent assisted flow will be available at launch.

•	 Agent will need to assist customer in cancelling their NOW Internet via the 
app (on customer’s device).

•	 Agent will then process new NOW Internet sale at new address–BAU NOW 
Internet buy flow.

If NOW Internet + Mobile Customer:

•	 Follow same process for Internet, but when consent is sent to customer 
for new NOW Internet (at new address), customer will sign in using their 
existing XID (where their NOW Mobile account is linked) and NOW Mobile 
will link to new NOW Internet account.

•	 Agent will then process new NOW Internet sale at new address–BAU NOW 
Internet buy flow.

•	 If customer is requesting to transfer NOW Internet to a location where 
existing Xfinity service exists, BAU proof of residency policy must be 
followed. POL1374

•	 Internet via the app (on customer’s device).
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NOW Buy Flow

ASR: Account, Set-Up & Review

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

Step 1: After adding product to cart, Xfinity Sales 
Representatives sends consent to the customer through 
digital methods–either email or SMS. 

Xfinity Sales Representatives is able to view customer 
status through consent process on their side.

Step 2:  Customer receives SMS or email to 
complete the NOW sign-up process.
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NOW Buy Flow

ASR: Account, Set-Up & Review

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

Step 3: The customer is then prompted to create their Xfinity ID for 
NOW. Step 4: Customer receives code to confirm identity and is prompted to 

create their XID password.
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NOW Buy Flow

ASR: Account, Set-Up & Review

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

Step 5: Customer sets up payment method and 
selects ‘Submit Order’ at the bottom of the 
screen for their selected device.

Step 6: Order confirmation screen is presented 
once order has been submitted. 

Xfinity Sales Representatives also receive 
customer order confirmation. 

NOTE
These confirmation screens will potentially change based 
on what transaction is being completed.
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NOW Buy Flow

Account Management

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 3 for 
Pilot locations).

How-to Guide

NOW Buy Flow

Please note: This information 
is confidential and for 
internal use only, intended 
solely for informational and 
training purposes. Please do 
not share this information 
with customers until general 
launch on April 30 (April 1 for 
Pilot locations).

BAU Functionality: Representatives can view and complete the following actions following BAU processes:

•	 Update Customer Info

•	 User Management

•	 Add Notes & Comments

•	 View Timeline

•	 View LInked Accounts

R360 Landing Page E360 Landing Page

Account Management

Account Management
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