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Improved Customer 
Experience
• Anticipatory messaging –

what the customer needs 
and when

• How to use services & why 
they’ll want to

• Communicate impactful 
news simply and and openly 
through programs such as 
Fiber Deep

• Proactive ‘equipment 
update’ communications

Decreased Onboarding 
Call-in Rate
• Installation information

• Product usage education 
through detailed Onboarding 
‘tracks’

• Transparency and clarity –
‘Close the loop’ service 
communication programs

Digital First

• Prompting Username 
creation

• Promoting use of My 
Account with multiple 
reasons to believe

• Drive convenient, digital 
options when action needed 
from service 
communications

Decreased Churn

• Understanding why 
our products are better

• Take advantage of the 
full power of Xfinity

• Optimize cadence and 
touchpoints to find 
immediate upgrade 
opportunities

Overarching goals for Onboarding are company-wide goals:
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Improved Customer Experience

• Anticipatory messaging – what the customer needs and when
• How to use services & why they’ll want to
• Communicate impactful news simply and and openly through 

programs such as Fiber Deep
• Proactive ‘equipment update’ communications

Decreased Onboarding Call-in Rate

• Installation information
• Product usage education through detailed Onboarding ‘tracks’
• Transparency and clarity – ‘Close the loop’ service 

communication programs

Digital First

• Prompting Username creation
• Promoting use of My Account with multiple reasons to believe
• Drive convenient, digital options when action needed from 

service communications

Decreased Churn

• Understanding why our products are better
• Take advantage of the full power of Xfinity
• Optimize cadence and touchpoints to find immediate 

upgrade opportunities

Overarching goals for Onboarding are company-wide goals:
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Customer insights fuel messaging for Onboarding. First phase of customer research brought 
to light some important learnings, particularly for very early messaging:

What we know:

• There is anxiety from point of sale through the point 
where all new services are running smoothly. 

• Customers feel a loss of control.

• They expect and want personalization.

• There are a lot of communications…because there is a 
lot to talk about! And a lot we want customers to do.  

• Customers who receive Onboarding emails or who 
have experienced Journey Assistant have lower churn, 
higher NPS, more digital engagement, etc.

What we are doing as a result:

Re-casting early communications with guiding principles:

“Here’s what to expect next”:
You’ll hear from us frequently as you get started. We 
want to walk you through every step from prepping for 
the installation, through the install, and getting to know all 
about your XFINITY services – so you’ll know and love 
them as much as we do.

“Here’s what to do next”, for example:
- Set up your username
- Tell us your billing preferences in My Account
- You can start using WiFi Hotspots and view shows and 

movies with the Stream App, etc.
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Journey Map
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Customer Journey
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Order Placed

Consent Email and SMS Flow 

Customer consent for service-related SMS. Links to landing page where customer clicks “agree”
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Order Placed Text 25 Minutes 15 Minutes

SMS Welcome
Informs customers of what to expect next 
and drives Username Creation.

Welcome
Informs 
customers of 
what to expect 
next and drives 
Username 
Creation.

Order Confirmation
Order details & 
contract info
Drive My 
Account & UID
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Triggered Pre-Install

SMS Appointment Confirmation
Appointment Confirmation. Use My Account to manage. 

Triggered – Appointment Reminders

Appointment Reminder & prep tips.
Use My Account to manage
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2 Days Before Install Day of Install

Pre-Install Email
- How to prep for 
installation
- Adding pre-activation 
video and WiFi hotspot 
message as well as 
Stream

SMS Tech ETA
- Estimated arrival timeframe
- Tips for prepping for install and Username creation
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Day of Install Day 2

SMS Tech Arrival
- Tech has arrived at their home 
- My Account log in

Welcome Email
- Drives to Welcome Guide, 
Product highlights, and
ways to get help
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2 Days Post Install Text 2Day 3 Day 4

SMS NPS Survey
- NPS survey

Voice Remote
- Education on 
the X1 Voice 
Remote and 
popular voice 
commands

Stream App
- Stream App: 
drives app 
download
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Day 5 Text 2Day 6 7 Days Post Install

My Account
- My Account 
details

First Bill (Video Email)
- Walks customer through bill structure 
(typical first bill arrives around day 7)

SMS Wrap Up
- Final SMS check-in that focuses on 
signing up for Automatic payment and 
Paperless Billing 
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Day 7 Day 8 Day 9

WiFi Hotspots
- Wifi Hotspot 
- xFI

Bilingual Options
- Targeted 
specifically for 
Spanish speaking 
customers

Platform Apps
- Intro to X1 apps
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Day 11 Day 12 Day 13

Connects Survey
- New customer survey

Voice Welcome
- Xfinity voice service details 
- Connect app

In-home WiFi xFi
- xFi features and tips
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Day 14 Text 2Day 15 Day 16

Help & Support
- Help options, 
including retail, 
online, My 
Account

XH Upgrade
- Targeted to 
non-XHome
customers 

Netflix
- Intro on 
subscribing to 
Netflix on X1
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Day 20 Day 25

Popular Movies
- Intro to content messaging

Trending TV Shows
- Intro to content messaging
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Day 30 Day 31 Day 37 Day 43

X1 Education Video
- An in-depth look at X1 features

Xfinity Mobile
- Mobile Upsell focuses on benefits 
of Mobile for Internet customers

Stream App Advance Tips
- Drives Stream app usage and 
Stream app download through tips 
and tricks

Norton
- Intro on Norton
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Day 50 Text 2Day 53 Day 55

Refer-A-Friend
- Intro to Xfinity 
Retail (goal is to 
drive store traffic and 
test drive Xfinity 
products)

Checklist
- Personalized to-do list 
that focuses on signing 
up for My Account, 
paperless billing, and 
Automatic Payments, 
and other key features

Xfinity Store
- New RAF Offer 
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Day 65 Day 70 Day 83

Kids Zone
- Kids Zone and parental 
controls

X1 Help Menu
- Education on self-service 
and troubleshooting tips on 
X1 

X1 Purchase Pin
- Setting up parental 
controls and purchase 
pin
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Day of Order

Consent Email and SMS Flow 

Customer consent for service related SMS. Links to landing page where customer clicks “agree”.
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Day of Order Text 25 Minutes 15 Minutes

SMS Welcome
Informs customers of what to expect next 
and drives Username Creation.

Thank You Email
Order details & 
Username 
creation. Legal 
Info Delivery: 
DWG, Channel 
Lineup, et al., 
Contract info 
Drive My 
Account & UID

Order Confirmation
Order details & 
contract info
Drive My 
Account & UID
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Triggered SMSTriggered

SMS Equipment Shipped
Shipping and Tracking information. 
Includes Installation videos. 

SIK Equipment Shipped
Shipment 
confirmation 
with tracking 
details and 
Self-Install tips.

SMS

SIK Order Confirmation
Order shipment details with links 
to self-install kit overview and 
links to assistance. 
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2 Days post InstallDay 2

NPS Survey
NPS Survey

Welcome Email
Drives to 
Welcome Guide 
Product highlights 
Ways to get help. 

Triggered SMS

Equipment Delivered
Self install instruction and information 
on how to return old equipment. 
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First Bill (Video Bill)
Walks customer through 
bill structure. 

Day 5

Internet Tips
xFi Tips

WiFi Hotspots 
Near WiFi Hotspot xFi

Day 7 Day 7



28

Day 11

Connects Survey
New Customer Survey

Day 9

My Account
My Account Details

7 Days post Install

SMS Wrap Up
Final SMS check-in that focuses on 
signing up for AutoPay and Paperless. 
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XiTV Upgrade

Day 14

Help and Support
Help options, including Retail, 
online, My Account

IE Dedicated Email
A dedicated resource email that 
drives to online Learning Center

Day 15 Day 20
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Day 37

Norton
Info on Norton 
that is included 
with service

Day 30

Xfinity Mobile
Mobile Upsell focuses on benefits 
of Mobile for Internet Customers

Day 43

Refer-a-Friend
New RAF offer
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Day 55

Checklist
Personalize to-do 
list that focuses on 
digital first actions 

Day 74

Xfinity Insights Panel
Customer feedback

Day 50

Xfinity Store Email
Intro to Xfinity 
Retail. Goal is to 
drive store traffic 
and test drive 
Xfinity products
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• Speak to customers as if 
we know they are moving.

• Not as if they are new 
customers.

• The vast majority of movers 
keep the same product 
packages, so most 
communications use the 
more “advanced features.”

Tenure

• Customers who are 
moving may not have 
received full “onboarding” 
when they were new. 
Content still gives an 
overview. 

Cross-sell

• A move means a new 
home…and opportunity 
to XH cross-sell.

Movers

Modified contentTailored Comms
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Customer Journey
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Day of Order Text 25 Minutes 15 Minutes

SMS Welcome
Informs customers of what to expect next 
and drives Username Creation.

Thank You Email
Legal Info 
Delivery: DWG, 
Channel Lineup, 
et al.

Order Confirmation
Order details & 
contract info
Drive My 
Account & UID
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Pre-Install Text 2Pre-Install 2 Days Before Install

Appointment Confirmation
Appointment Confirmation 
Use My Account to manage. * See 
Appendix for Stream PreActivation. 

Triggered –
Appointment Reminders

Appointment 
Reminder & 
prep tips 
Use My Account 
to manage

Pre-Install Email
How to prep for 
installation or 
SIK install 
instructions 
Adding pre-
activation video 
and WiFi
hotspot 
message as 
well as Stream. 
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Day of InstallDay of Install Day 2

Tech ETA (On-Time)
Estimated arrival timeframe 
Tips for prepping for install and 
Username Creation 

Welcome Email
Drives to 
Welcome Guide 
Product highlights 
Way to get help

Tech Arrived
Tech has arrived at their home 
My Account log in
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2 days Post Install 

SMS NPS Survey
NPS Survey

Welcome Insert (print)
How to get started: UID & My Account 
FAQs
Stream and xFi apps

Day of Install



39

Digital Welcome Experience
Includes Printable Channel Line-Up and 
Printable Rate Card.

Welcome Guide
Printed guide only sent to customers without 
email. Mailed on demand welcome kit with a 
dedicated Steam Page.

Print on RequestOnline Experience
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Day 4 Day 5 Day 6 7 Days Post Install

Voice Welcome
Xfinity voice service details and 
Connect app

My Account
My Account details

Internet Tips
Getting started with xFi

SMS Wrap Up
Final SMS check-in that 
focuses on downloading the 
Xfinity Stream app
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Day 7 Day 8 Day 9

Stream App
Stream App 
and Drives App 
download

Help and Support 
Help options, including Retail, 
online, My Account

XH Upgrade
Xfinity Home details and 
upgrade information

Xfinity Your Way
Targeted specifically for 
Spanish speaking customers

Day 13
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Day 17 Day 25 Day 30

X1 Purchase Pin Security
Intro on setting up Parental 
Control, Purchase Pins. 
and security

X1 Help Menu
Education on self service and 
troubleshooting tips on X1

Checklist
Personalized to-do list that 
focuses on signing up for My 
Account, Paperless Billing, 
and Automatic Payments as 
well as other key features

Stream App 
Advanced Tips
Drives Stream App usage and 
Stream App downloads 
through tips and tricks 

Day 37
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Day 50

Kids Zone
Kids Zone and parental controls

Day 45

WiFi HotSpots
Near WiFi Hotspots xFi

Day 60

Xfinity Mobile Upgrade
Mobile upsell focuses on benefits 
of Xfinity Mobile 
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Objective:

Educate new Xfinity Instant TV customers on their service, promote adoption 
and early engagement of key features across their product portfolio. 

What’s Included:

• 0-60 days of email communications
• Product and feature education and engagement, including:

• Welcome 
• My Account features
• Xfinity Stream app
• In-home WiFi tips - xFi specific
• WiFi Hotspots locator
• Stream app advanced tips 
• Norton Security 
• Upsell (in production)

Summary of Xfinity Instant TV Flow:
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Customer Journey
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Order Placed (Instant)

Consent Email and SMS Flow 
Customer consent for service related SMS. Links to landing page where customer clicks “agree”.
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Order Placed (Instant) Day of Order (30 minutes) Day of Order (6 hours)

SMS Welcome
Informs customers of what to expect next 
and drives Username creation.

Day of Order – XITV Welcome
Details how to 
access XITV: 
Stream app 
download; Roku

Day of Order Confirmation
Order details & 
contract info:
Drive My 
Account & UID
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Appointment Confirmation & Reminder Pre-Install Notice

2 Days Before InstallDay 1 (Triggered)
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Day of Install Day of Install Day 2

SMS Tech ETA
Estimated arrival timeframe; tips for 
prepping for install and Username creation

SMS Tech Arrival
Tech has arrived at their home; 
My Account log in

Stream App
Stream App and 
Drives App 
Download
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2 Days Post Install Day 3 Day 4

SMS NPS Survey
NPS survey

In-home WiFi (xFi)
xFi tips

My Account
My account details
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Day 6 Day 7 Day 7

Stream App Adv. Tips
Drives Stream 
App usage and 
Stream App 
download through 
tips and tricks

SMS Wrap Up
Final SMS check-in that focuses on 
signing up for AutoPay and Paperless

Video Bill
Walks customer through bill structure; 
Typical first bill arrives around day 7
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Day 8 Day 12 Biweekly Email

WiFi Hotspots
Near WiFi Hotspots; xFi

Norton
Intro on Norton that is included with service

What to Watch 
Popular and trending shows; new releases
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Monthly Email Day 55 Day 60

Product Newsletter
Roundup of new 
products, features 
and benefits

Checklist
Personalize to-do list that focuses on 
singing up for My Account, Paperless, and 
AutoPay as well as other key features

Channel Pack Upgrade
Channel pack upgrade, premium 
channel add-on, X1 education
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Order Placed (Instant)

Consent Email and SMS Flow 
Customer consent for service related SMS. Links to landing page where customer clicks “agree”.
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Day 1

Stream App
Stream App and Drives App Download

Day of Order (30 minutes) Day of Order (6 hours)

Day of Order – XITV Welcome
Details how to 
access XITV: 
Stream app 
download; Roku

Day of Order Confirmation
Order details & 
contract info:
Drive My 
Account & UID
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Day 2 Biweekly Email Day 4

In-home WiFi (xFi)
xFi tips

My Account
My account details

What to Watch 
Popular and trending shows; new releases
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Day 6 Day 7 Day 8

Stream App Adv. Tips
Drives Stream 
App usage and 
Stream App 
download through 
tips and tricks

Video Bill
Walks customer through bill structure; 
Typical first bill arrives around day 7

WiFi Hotspots
Near WiFi Hotspots; xFi
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Day 12 Day 20 Day 35

Trail End Reminder
*Future Development: Test messaging 
to determine ways to keep more 
customers past free trial end date

Norton
Intro on Norton that is included with service

Checklist
Personalize to-do list that focuses on 
singing up for My Account, Paperless, and 
AutoPay as well as other key features



61

Biweekly Email Monthly Email Day 60

Channel Pack Upgrade
Channel pack upgrade, premium 
channel add-on, X1 education

Product Newsletter
Roundup of new 
products, features 
and benefits

What to Watch 
Popular and trending shows; new releases
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Optimizing Prepaid Onboarding to Foster Long Term Customer Relationships

Inconsistencies
Current communications 
lack brand identity

Metrics
Lack of reporting on the 
performance of tactics in market

Churn
50% of prepaid customers 
churn within the first 90 days

Recommendation
Introduce a comprehensive, integrated prepay 
customer communications experience that includes 
a welcome/onboarding messaging, refill reminders 
and refill expiration win-back tactics.

Goals
• $38MM in revenue

• $1.1MM refills

• 6 refills per every prepaid customer
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Prepaid Communications Transformation

Before After
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Refill 2Refill 1

Kicks off a series of refill reminders 
and how to refill service

• 10 days prior for 30 day service
• 3 days prior for 7 day service

Promotional

Transactional

SMS

Second refill reminder 

• 5 days prior for 30 day service
• 2 days prior for 7 day service

Promotional

Transactional SMS
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Refill ConfirmationRefill 3

Final reminder

• 24 hours to service end

Promotional

Transactional

SMS

Confirms payment and schedule date of transaction

(Only sent if customer schedules refill)

Transactional SMS
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WinbackExpiration Notice

Advises customer of service expiration 
and how to restart service.

Promotional

Transactional

SMS

Reminds customer of service expiration.
Advises customer how to restart service.

• Sent 15 days after service expiration

Transactional

SMS
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Prepaid emails are seeing more than 2x the engagement

35.79%

30.04%

34.45%

27.12%

23.19%

8.77%

6.29%

7.44%

4.87%

3.64%

Refill Reminders Transactional

Refill Reminders Promotional

Expiration Notice

Winback

Confirmation Notice Unique Click-Through Rate

Unique Open Rate

2.5% Avg. Unique Click Through Rate 21% Avg. Unique Open Rate
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Order Placed

Consent Email and SMS Flow 

Customer consent for service related SMS. Links to landing page where customer clicks “agree”
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Order Placed Text 25 Minutes 15 Minutes

SMS Welcome
Informs customers of what to expect next 
and drives Username Creation.

Thank You Email
Drive Username 
creation. 
Legal Info 
Delivery: DWG, 
Channel Lineup, 
et al.

Order Confirmation
Order details & 
contract info
Drive My 
Account & UID
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Triggered SMSTriggered

Equipment Delivered
Self install instructions and information 
on how to return old equipment.

SIK Equipment Shipped
Shipment 
confirmation 
with tracking 
details and 
Self-Install tips.

Triggered SMS

SMS Equipment Shipped
Shipping and Tracking information. 
Includes Installation videos. 
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2 Days Post InstallDay 2

NPS Survey
NPS Survey

Welcome Email
Drives to 
Welcome Guide 
Product highlights 
Ways to get help. 

Day 3

Voice Remote
Education on the 
X1 Voice 
Remote and 
popular voice 
commands
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Day 4

Stream App
Stream App 
and Drives 
App download

Day 5 Day 6

My Account
My Account 
details

First Bill (Video Email)
Walks customer through bill structure. 
Typical first bill arrives around day 7. 
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7 Days Post Install

SMS Wrap Up
Final SMS check-in that focuses on 
signing up for AutoPay and Paperless. 

Day 7

WiFi Hotspots
Near WiFi
Hotspot 
xFi

Day 8

Bilingual Options
Targeted 
specifically for 
Spanish speaking 
customers
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Day 9

Platform Apps
Intro to X1 apps

Day 11 Day 12

Connects Survey
New customer survey

Voice Welcome
Xfinity voice service details and Connect app
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Day 13

In-home WiFi xFi
xFi features and tips

Day 14 Day 15

Help & Support
Help options, 
including 
Retail, online, 
My Account

XH Upgrade
Targeted to non 
Xfinity Home 
customers 



78

Day 16

Netflix
Intro on 
subscribing to 
Netflix on X1

Day 20 Day 25

Popular Movies
Intro to content messaging

Trending TV Shows
Intro to content messaging
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Day 30 Day 31 Day 37 Day 43

X1 Education Video
An in-depth look at X1 features

Xfinity Mobile
Mobile Upsell focuses on benefits 
of Mobile for Internet Customers

Stream App Advance Tips
Drives Stream App usage and 
Stream App download through tips 
and tricks. 

Norton
Intro on Norton that is included 
with service. 
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Day 50 Day 55 Day 65 Day 70 Day 83

Xfinity Store Email
Intro to Xfinity Retail. Goal 
is to drive store traffic and 
test drive Xfinity products.

Checklist
Personalized to-do list that 
focuses on signing up for 
My Account, paperless 
billing, and AutoPay as well 
as other key features. 

X1 Purchase Pin
How to set up parental 
controls and purchase pin.

X1 Help Menu
Education on self service and 
troubleshooting tips on X1. 

Kids Zone
Kids Zone and parental 
controls.


