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Overview

The Xfinity Communities Concierge Portal is your easy-to-use, 
one-stop shop for managing your community’s Xfinity services. 
From learning how to add a resident to keeping their information 
up to date, this guide will get you up and running. 

Remember that all residents must be entered into the portal to gain access 
to the property’s Xfinity services.
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Accessing the Portal

Property managers and staff will receive an email from the Xfinity 
Communities Concierge Portal prompting them to login after 
property training. Users should follow the customized guidance in 
the email in order to successfully onboard.

• If the property staff received an email with a link prompting 
them to manually create an account, please be aware the link 
in the email will expire seven days after it’s sent.

• There is no expiration timeline for emails without a link 
prompting the user to create an account. And you can visit the 
Xfinity Communities Concierge Portal via the link sent to you 
via email at any time. 

The property’s organizational admin has the ability to add 
additional property staff after initial property training and is 
responsible for removing users that should no longer have access.
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Email with expiration

Email with no expiration
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Adding a Resident to the Portal

1. From the Property Main Page in the Residents section, and click 
Add Resident.

2. The Resident Details screen will appear. Enter the unit by 
searching for the building number and selecting the unit from 
the drop-down list.

3. Enter the resident's first name, last name, email, mobile phone
number, and move-in and move-out dates (these dates can be 
selected from the drop-down calendar). Select Save, and a 
“Resident Saved” message will appear.

NOTE: The first resident entered into a unit will be designated as the primary 
account holder. Please confirm with your resident if there is a preference. Validate 
that the resident's information is accurate; these details will be used to create the 
resident's Xfinity account. If your property houses primarily student residents, 
each resident added will be designated as the primary account holder.

4. A search for the resident can be performed via the search bar in 
the Residents section to ensure that the resident was added.

5. Continue this process for all residents living in the unit, ensuring 
all residents have a unique mobile phone number associated 
with their record.



Resident 
Onboarding
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Resident Onboarding Status Messages

In the Resident Details tab inside the portal, each resident is assigned an account status:
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Resident entered into portal; account not yet 
sent to be created

Inactive

Account created; resident has been sent email 
invitation to onboard

Email Sent

Account sent to be created; waiting for account 
number to be assigned

Pending Billing Account

Resident completed email invitation to onboard

Active
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Residents: The Xfinity Invite Email

• The resident needs to click Get Started to set up 
their Xfinity credentials.

• They have 30 days to set up their credentials before 
this link expires.

• The resident must verify their contact information 
that the property has on file before creating their 
Xfinity credentials.

• If the resident does not have a mobile phone
number, the resident can verify another way using 
the community’s address.
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Residents: Creating Their Credentials

1. The resident should confirm their
contact information

2.    Create a password 3.    After the confirmation screen, be on
the lookout for a second email with
their new WiFi credentials.
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Residents can get the most of their 
Internet with the Xfinity app

With the Xfinity app, your residents can view their 
Internet details, manage connected devices, and get 
support when needed – all from the palm of their hand.

Residents can download 
the Xfinity app today
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Updating Resident Information

1. Search for the resident via the search bar in the Residents section.

2. Select the correct resident from the list of matching residents.

3. The Resident Details screen will appear. Select the pencil       icon 
in the top, right corner to edit resident information.

4. Update resident information, and select Save. 

5. Select Yes, Apply to finish updating the 
resident information.

6. A Resident Saved message will be displayed.

Note: If a resident changes units, remove the resident and then add the resident 
as a new user in their new unit.
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Moving a Resident Out

1. Search for the resident via the search bar in the Residents section.

2. Select the correct resident from the list of matching residents.

3. The Resident Details screen will appear. Select Remove Resident.

4. Select Yes, Remove to finish moving out resident from unit.

5. Select Yes, Apply to finish updating the resident information.
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Resending WiFi Instructions

A resident may alert a property manager if they have not 
received their invitation email. Before resending the invitation, 
please check to ensure:

1. The resident is assigned to the appropriate unit.

2. The email address and mobile phone number are correct 
in the Xfinity Communities Concierge Portal.

3. Ensure the primary account holder has activated their 
account before any additional residents in the same unit 
activate their accounts.

How to resend the WiFi instructions:

1. Click on the resident who needs instructions resent

2. Click Resend WiFi Instructions

3. A Credentials Sent message will appear



Reporting Metrics
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Customer Support and User Metrics

The Xfinity Communities Concierge Portal provides 
property staff with detailed customer support reporting:

Truck Rolls: A Truck Roll is defined as when an Xfinity technician is dispatched to 
resolve a service issue on-site. This graph will show the total number of Truck 
Rolls scheduled/performed each month at the property.

Total Calls: The Xfinity support team records each support call that is initiated 
by a property. This graph will show the total number of calls received by the 
Xfinity support team each month.

Tickets: The Xfinity support team captures each support ticket that is created to 
track issues. This graph will show the total number of support tickets generated 
each month.

Resolution Time: This graph will show the total time for the Xfinity support team 
to resolve customer issues from calls.

The Portal also measures the number of residents who have created their Xfinity 
ID and connected to the service.



Need a little help? Just reach out.

Phone: 844-790-6935
Email: xcsupport@comcast.com



Thank You


