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Introduction

Order Manager is a standalone order management application that comes as part of
Sitecore E-Commerce Services 2.0.0.

This cookbook uses personas to represent different user roles and the Sitecore E-
Commerce Services webshop sample pages to illustrate different tasks and concepts
in Order Manager, such as processing, validating, packing and shipping orders.

The topics covered in this cookbook include a tour of Order Manager, definitions of
terms, step by step instructions on how to perform common Order Manager tasks,
and two complete end to end scenarios.

This cookbook contains the following chapters:

e Chapter 1 - Introduction
This introduction includes an overview of Order Manager, the intended audience for
this cookbook, a glossary of terms, and a list of personas used in the scenarios.

e Chapter 2 —Tour of Order Manager
This chapter provides an overview of the Order Manager UI.

e Chapter 3 - Order Manager Common Tasks
This chapter includes a selection of commonly carried out tasks in Order Manager
including locating orders, filtering and changing the state of orders.

e Chapter 4 — Order Manager Scenarios
This chapter contains walkthroughs based on two typical webshop business
scenarios. Step by step instructions lead you through all the order fulfillment tasks
you need to follow, from processing the initial order through to packing and shipping.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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1.1 Order Manager Overview

When you use Sitecore E-Commerce Services to create a webshop you use a separate application to
handle your customer orders. Order Manager is a standalone Sitecore application that you use in
combination with Sitecore E-Commerce Services to manage all your webshop orders on both B2C
and B2B websites.

Some benefits of using Order Manager:
e There is a one Ul for managing all customer orders.
e Orders are displayed as lists rather than in a tree structure.
e Order Manager is capable of handling large numbers of orders.
e ltis easy to integrate with other 3" part ERP applications.
e Order Manager has its own login screen outside the Sitecore Desktop.
e Flexible and fully customizable UI.
e Clean and consistent Ul design.
e Searching and filtering capabilities.

e |tis easy to extend order header and order line information.

Architecture

The E-Commerce Services Core package provides a service layer into which you can plug in other
Sitecore or third party applications designed to enhance the basic Sitecore E-Commerce Services
functionality.

Order Manager is the first application of this type to be available. Future applications could include a
product inventory system and an email campaign management application all built on the same
platform as Order Manager.

It will be possible to install all these applications as Sitecore packages. Each application could have a
separate database but they all must use the same Sitecore E-Commerce Services service layer.

Once you have chosen to install Order Manager with Sitecore CMS and E-Commerce Services, there
are several ways in which you can configure this architecture.

Order Manager example architecture:
e Option 1: Sitecore E-Commerce Services and Order Manager.
e Option 2: Sitecore E-Commerce Services and a third party external ERP system.
e Option 3: Sitecore E-Commerce Services, Order Manager and an external ERP system.

e Option 4: Sitecore E-Commerce Services and Order Manager in a distributed environment.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
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Sitecore E-Commerce Services, Order Manager and an external ERP system:

e ~

SES:
Order Manager
Web Shop 3rd party system
(external)

Server 1 Server 2 Server 3

-- 5
““

SES = Sitecore Ecommerce Services - core package and service layer into which you can plug in other appleaitions such as Order Manager.

CMS = Content Management System — web shop authoring environment.

DMS = Digitai Marketing System — provides web analytics and engagement analytics for your web shop.

In this example (option 3), Order Manager and an external ERP system handle orders together. One
benefit of this approach is that you can keep all the business logic or other functionality in your
external ERP system that is not available in Order Manager, so you get the best aspects of both
applications.

If you do not already have any third party integration in place to handle orders, then Order Manager is
a required part of your E-Commerce Services installation. Order Manager uses its own database and
can be installed as a separate package. This makes it easy to install on a separate server but it must
still use the E-Commerce Services service layer.

If your E-Commerce Services implementation already integrates with an external, third party ERP
system then it may not actually be necessary to use Order Manager. However, this depends entirely
on the type of implementation that you have.

Universal Business Language

Universal Business Language (UBL) is an XML based standard developed by the Organization for the
Advancement of Structured Information Standards (OASIS).

In Order Manager, UBL provides the standard business terms and field names used in the Ul. For
example, in the Order Details page, all field names originate from this model. The UBL model
provides all the standard field names for all pages and other Ul elements and makes it possible for
developers to extend the standard Ul options available. For example, if required, you can significantly
extend the standard fields available in the Order Details page using UBL.

Note

Order Manager uses UBL by Oasis based on version 2.0 and extended using parts of version 2.1.
Role Based User Interface

Order Manager has a role based Ul designed specifically for business users.

This cookbook includes the following two scenarios that focus mainly on the order processor user
role:

e  Order Fulfillment (full) — processing an order in full from end to end. In this scenario, it is not
possible to make changes to the order and no unforeseen events occur.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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e Managing an Order — processing an order from end to end while at the same time managing
change requests from the customer such as changing quantities or removing unwanted items
from an order.

For more information on order fulfilment scenarios, see Chapter 4, Order Manager Scenarios.

The Order Manager user-interface consists of several pages designed to ease navigation and simplify
the task of processing and managing orders for the user without the need to navigate the
Sitecore content tree. For more information on the Order Manager Ul, see Chapter 2: Tour of
Order Manager.

Users such as order processors can use the Order Manager application to process, validate, fulfill,
print and manage orders all from the same Sitecore application.

Typical Order Manager users:
e Order processors (account managers)
e Warehouse managers
e  Shipping managers
e Accounting managers

e Custom support managers (call center)

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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1.2 Glossary of Order Manager Terms
These are some of the terms that you use when working with Order Manager:
e Order
o Order header
o Order line
e  Order fulfillment
e Managing orders
e Money reservation
e Payment capture

e Procurement

1.2.1 Order

An order is a request by a customer to buy goods or services. In Order Manager, customers create
orders on the webshop and these orders are stored in the Order Manager database. An order is a
combination of the order header and the order lines.

Order Header

When you select an order from the order list page, the order header is all the summary order
information that is displayed in the Smart panel; Order number, Order date, Order time, State and
Note.

Order Line

Order lines are the individual items in the order.

1.2.2 Order Fulfillment

Order fulfilment is the complete order management process from the point of sales inquiry to the
delivery of a product to the customer.

1.2.3 Managing Orders

The act of changing orders, typically when adding, changing or deleting order lines, but could also be
about changing order header details.

1.2.4 Money Reservation

When a customer creates an order using an online payment provider a sum of money is reserved on
their credit card account. The sum is only taken from the customer account when the order processor
captures the order in full.

No money is reserved if a customer uses an offline payment provider.

1.25 Payment Capture

Payment capture is an action invoked by the order processor to withdraw money from a customer
account.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
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Types of payment capture:
e  Full — when the full reserved amount of the order is withdrawn from the customer account.

Before capture, a reservation of money is made for a certain number of days. Reservation can be
renewed if it is about to expire.

The amount to be captured must be the same or less than the originally reserved amount. The final
order amount must not exceed the originally reserved amount otherwise the order would have to be
split in two. Some payment systems might not support withdrawing a lesser amount.

Note

In Order Manager, when a customer creates an order, they must choose to pay using either an online
or offline payment provider. Depending on which type of payment provider is used, the steps in the
money capture process are different.

1.2.6 Procurement

Procurement is the acquisition of appropriate goods and/or services at the best possible total cost of
ownership to meet the needs of the purchaser in terms of quality and quantity, time, and location.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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1.3 Order Manager Personas and Roles

To understand the different roles of users working with Order Manager, we have created several
personas. In the chapter Order Manager Scenarios, we use personas to illustrate how different
employees in an organization could perform different tasks using Order Manager.

Order Manager personas:

Name Order Manager Role Description

Sophia Processing Sophia processes orders and performs other sales related
tasks. She works closely with the sales department.

Paul Packaging Paul is responsible for packing orders.
Shaun Shipping Shaun is responsible for shipping orders.
Cassandra | Customer Service Cassandra processes additional customer requests. She

takes customer phone calls, cancels orders, changes orders
and reviews customer order states.

Simon Sales Simon checks stock levels, updates and manages stock.

Adam Account Managing Adam must account for all customer payments and money
received in the system.

Phyllis Customer Phyllis is a professional photographer — she is a customer
interested in buying high end photographic products.

Andrea Administrators Andrea has a role that allows her to bypass normal security
checks. For example, if there has been an error or mistake,
she can change the state of an order from closed and
cancelled back to a previous state.

Note
Not all of these personas or roles are currently available in Order Manager.

Each persona must first be a user in Sitecore and then each user must have one or more role
assigned by an administrator.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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Example Persona: Sophia - Order Processor

A Sitecore administrator can add roles to a user. For example, if in an organization, Sophia is
responsible for processing, shipping and capturing orders, she needs to have access to the following
Order Manager roles:

User Name Order Manager Roles

Sophia (Order Processor) Order Manager Processing
Order Manager Shipping

Order Manager Accounting
Order Manager Client Users
Order Manager Example Processing

Order Manager Second Web Store Processing
Order Manager Third Web Store Processing

To access a web store a user must be assigned a Web Store Processing Role. In this example
Sophia has access to all three available web stores; Example, Second Web Store and Third Web
Store.

Note
By default users do not have access to any web stores. Access must be configured by an
administrator.

For more information on configuring users and roles in Order Manager, see the Order Manager
Developers Cookbook.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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Tour of Order Manager

This chapter provides an overview of the main pages and Ul elements in Order
Manager.

e Introduction

e Login Page

e Web Store Selector

e Dashboard — Home Page
e List Pages

e Smart Panel

e Actions Panel

e Order Details Page

e Order History

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.1 Introduction

Order Manager consists of several default pages that make it straightforward to process and manage
webshop orders. The main building blocks of the application come from the Sitecore Process
Enablement & Accelerator Kit (SPEAK). All SPEAK components are .NET compatible and are easy to
re-use and configure to suit your own requirements.

The following sections provide an overview of the default pages and controls available in Order
Manager. All controls are customizable and it is easy to add more pages of your own if the default
configuration is not suitable for your business needs.

For further information on customizing Order Manager see the Sitecore E-Commerce Order
Management Developer Cookbook.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.2 Login Page

You can launch Order Manager by entering a URL into the address bar of your browser window,
which then gives you access to the Order Manager login screen.

Enter a URL in the following format:
http://[Domain name]/speak/ordermanager

In the login screen, enter your Order Manager log in credentials and you are re-directed to the Order
Manager Dashboard or Home Page.

LOGIN
User Name:
Password:
Remember Me Forgot my Password Change Password

If you have forgotten your password, you can click Forgot my password to make a request to have
your current password sent to your email address. If you want to change your password, you can use
the Change my password page to create a new password.

There is also a Remember me check box available that you can select so that you do not have to
enter your credentials every time you log in.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.3 Web Store Selector

In Order Manager, choose a web store using the web store selector. The web store selector button
displays the name of the web store you are currently using.

| | Administrator Log out

=] Open orders Second Web Store

Open orders

PURCHASE ORDERS OPEN ORDERS

Open orders

Orders in process NO. DATE TIME STATE CUSTOMERN... TOTAL AM
Closed orders

Cancelled orders 1025 11212013 120000 AM | Open Alexander Bovk... 42

To change web store, click the current web store name to see a list of all available web stores. Click
the name of the web store you want to choose.

Example

Second Web Store

Third Web Store

Second Web Store

TIME STATE CUSTOMER N... TOTAL|

12:00:00 AM Cpen Alexander Bovk..

Your administrator can configure user roles in Sitecore to grant or deny access to specific Order
Manager web stores.

For more information on configuring roles in Order Manager, see the Order Manager Developers
Cookbook.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.

Page 14 of 61



Order Manager Cookbook

2.4 Dashboard — Home Page

The Order Manager home page is a dashboard that provides users with an overview of their tasks
and current work. In Order Manager, users can have their own individual home page depending on

their role.

Order Manager

PURCHASE ORDERS

Orders

Open orders
Orders in process
Closed orders

Cancelled orders

Administrator Log out

LAST 6 NEW ORDERS

NO.

1040

1032

DATE

11372013

1732013

11372013

1732013

11372013

1732013

TIME

33223PM

33217 FM

331ETPM

32436 PM

32435 FPM

32434 PM

LAST 6 ORDERS READY FOR CAFTURE

NO.

1030

1028

1026

DATE

17312013

11212013

17212013

TIME

32443 FM

12:00:00 AM

12:00:00 AM

STATE

New

New

New

New

New

New

STATE

In process (FIF....

In process (PIF)

In process

CUSTOMERN...

Elena Rudovel

Yuriy Morozov

‘Yana Pivovarova

Alexander Bov...

Mazxim Shelup..

Alexander Bov...

CUSTOMERN...

Sergey Shushl...

Yuriy Morozov

Yuriy Morozov

TOTAL AMOU...

289155

2,891.55

289155

2,008.29

3,658.03

5,538.29

TOTAL AMOU....

1,989.79

287177

4,907.55

Second Web Store

CURRENC

uso

usp

uso

usp

uso

usp

CURRENC

uso

uso

uso

e

&

The home page consists of an action and navigation area to the left, a breadcrumb, a content area in
the main body of the page and a web store selector in the top right of the page.

The left navigation allows a user to view saved filters, and saved reports.

A typical Order Manager home page for an order processor such as Sophia, might display graphs or
charts giving a quick overview of all unprocessed orders, a list of new orders with the orders
suspected of fraud highlighted or a list of new open orders that are ready for processing. Orders

requiring immediate action also appear here.

To return to the Home page, in the breadcrumb, click the home icon.

= Order Details

Order Detalls

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.5 List Pages

List pages have the same basic layout as a home page with actions and navigation on the left and a
content area that displays a filtered list of orders in the main body of the page.

The home page provides a quick overview of orders, whereas list pages allow you to filter orders by
specific criteria. The filter pane gives you three columns of pre-defined filter options.

Each list page displays the results of saved navigation filters in the left hand navigation. The default
Order Manager application comes with the following pre-defined navigation filters:

e Orders

e Open orders

e Orders in process
e Closed orders

e Cancelled orders

Select any navigation filter to view a list of orders. For example, Orders in process. To view the details
of an order, click on an order in the list and then in the Smart panel, click Actions and Edit to view the
Order Details page. Alternatively, click on the order number in the No. field to go straight to the Order
Details page.

If you click Filters you can open the filter pane:

H Administrator Log out

=, Orders Second Web Store
PURCHASE ORDERS ORDERS A
5
Open orders
Orders in process ORDER DATE STATE CURRENCY
Closed orders
[[] Teday “ [ New “ [@ EUR
Cancelled orders
[T Yesterday =| [C] Open =| [0 usb
[F] Last hour [F] In process
[ Last 3 days . [ Closed il
NO. DATE TIME STATE CUSTOMER N... TOTAL AMOUNT CURRENCY
1040 11372013 332:23PM New Elena Rudovol 2,891.55 usD
1033 17372013 33217 PM New Yuriy Morozov 2,891.55 usD
1035 1/3/2013 3:31:57T PM New Yana Pivovarova 2,891.55 usD
1030 1732013 32443 FM In process (PIF_. | Sergey Shushly 1,989.79 usD
1029 17372013 32442 PM In process (CIF... | Maxim Shelupe... 5,744.03 uUsD
1024 11372013 3:24:36 PM New Alexander Bovk. 2,008.29 usD
1023 1732013 32435 PM New Maxim Shelupe 3,658.03 usD
1022 11372013 32434 PM New Alexander Bovk. 6,538.29 usD

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
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By default the Filters pane allows you to filter orders by three criteria:
e Order Date
e State

e Currency

Note
You can configure all pre-defined filter options to reflect your own personal needs and the daily tasks

you need to perform.

For information on using filters in Order Manager, see Chapter 3, Locating an Order - Filtering.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.6

Smart Panel

In List pages, when you select an order, the Smart panel appears on the right hand side of the page.
It also appears in Order Details when you edit an order and select an order line.

@ sitecore

The Smart panel can provide a summary of order information and give you access to further actions.
For example, the Smart panel that appears when you select an order allows you to change state, or
sub state, add notes or access the Actions panel.

DATE

5/24/2012

5M212012

512512012

52412012

512512012

52112012

51612012

51312012

5M15/2012

511512012

TIME

12:00:00 AM

4:37:15 AM

43711 AM

12:00:00 AM

43636 AM

4:36:45 AM

4:36:55 AM

4:37:26 AM

4:37:18 AM

4:36:59 AM

STATE

New

In process ...

In process ..

MNew

MNew

In process ...

Cancelled ...

Cancelled ...

In process ..

Cancelled ...

[acrons = I

ORDER QUICK VIEW A
m | Orderno.: e
Order time: 4:37:00 AM
. 5252012
CUSTOM... TOTALA... CREIGER
Note: note118
Maxim She... 142353
Elena Rud... 4,080.29
Yurly Morozov 4,084.29 State In process IZI
] Captured in full
Sergey Sh... 429579 Packed in full
] Shipped in full
Yana Pivov... 429229
Maxim She... 497577 Save
Yuriy Morozov 586353
Elena Rud... 4,746.05
Yana Pivov... 586353
Alexander ... 8,066.03
366103

512412042 120000 A0 New ________Serger 5h

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
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2.7

Actions Panel

Open the Actions panel from the Smart panel or from the Order Lines group. You can use the Actions

panel to perform order functions related to your current context, such as to resend an order
confirmation, print an order, edit an order, or to add or remove an order line.

You can customize the Actions panel to show or hide different tasks and you can add favorites of
actions that you frequently perform.

RD...

2012

2012

2012

2012

2012

2012

2012

ORDERTI...

7.31:02 AM

7:29:54 AM

T:29:48 AM

12:10:50 PM

730011 AM

7:31:.05 AM

11:50:48 AM

STATE

In process ...

MNew

MNew

Open

MNew

Closed

Mew

ACTIONS

ORDER DETAILS
Edit

MNaote:

Elena Rud...

Maxim She._..

Alexander ...

State:

Elena Rud...

Alexander ...

Yana Pivov...

hg

co [CEEINE X

GENERAL
Print

Send confirmation

note103

In process

Captured in full
Packed in full
Shipped in full

X

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
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2.8 Order Details Page

The order details page displays the full details of an order and enables you to complete specific order
management tasks. In Order Manager, the default task pages display all the details of the order as
collapsible groups including an order header, order lines, customer, seller, billing and delivery.

The layout of a task page consists of a task area in the main body of the page and an info part area
with summary order information to the right.

| | Administrator Log out
L
=, ORDERS > Order Details
Order Details
x
Total tax amount: 265.29
ORDER (o Rounded amount 0.00
Order no.: 1107 Order time: 5:09:00 PM TOTAL
Before tax 265299
Order date: 1/872013 Tax currency: usD
Tax deducted: 26529
Note o Price currency: usD After tax 2,931.27
Siate: In process |Z| Allowances: 0.00
Total charges: 12.99
Captured in full
i Packed in full Pre paid amount: 0.00
Shipped in full Rounded amount 0.00
Maore ~ Total to pay: 2,931.27
CUSTOMER hd
Phyllis | 10 High Street | London
ORDER LINES A
PRODUCT CODE PRODUCT NAME QUANTITY UNIT PRICE
1001 D3 1 1,951.00
3001 Ever-ready Camera Case CF-. 1 559.00
2002 SB-400 1 123.00
3012 Infrared Remote Control ML-3 1 19.99

The task area displays details of a specific order divided into groups with editable fields depending on
state. For example, if an order is in the In process state it can be opened in edit mode. If an order is
closed it is only available in read only mode.
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Order Details Task Page Groups

Group Name Description

Order Contains the main order information such as order ID, date and state.

Customer Customer name, address and contact details. This is the party that receives the
goods.

Order Lines Items in the customer order.

Delivery Delivery details. This can include one or more delivery addresses and the specified
delivery time.

Discounts Details of any discounts or offers that the customer is entitled to.
For each discount you must enter an adjustment reason description code and
description in the reason code and description fields. You can find these codes and
descriptions on the UN/EDIFACT website.
http://www.unece.org/trade/untdid/d03a/tred/tred4465.htm

Charges Details of any additional charges incurred by the customer.
For each charge you must enter an adjustment reason description code and
description in the reason code and description fields. You can find these codes and
descriptions on the UN/EDIFACT website.
UN/EDIFACT does not have a predefined code for freight, so instead SES
automatically allocates the ZZZ Mutually defined code to customer orders that
include freight (shipping).

Billing Billing details if different from the main customer details.

Carrier Details of the freight company assigned to deliver the goods.

Seller Name and contact details of organization selling the goods.

Payment Contains payment information used by Order Manager; Payment means code and

Payment ID.

Order History

List of user actions carried out during the order fulfillment process.
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The info part area (top right) contains info parts that display a summary of specific order related
information such as taxes, other charges or discounts and the full amount to pay. This is read only
information.

(o A

Total tax amount: 26529
- Rounded amount: 0.00

5:09:00 PM TOTAL
Before tax: 2,652.99

uUsD
Tax deducted: 265.29
usD After ta 2,931.27
In process |Z| Allowances: 0.00
) Total charges: 1299
Capfured in full

Packed in full Pre paid amount: 0.00
Shipped in full Rounded amount: 0.00
More ~ Total to pay: 293127
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2.9

Order History

In Order Manager, order history keeps a record of all the actions performed on an order. For example,

any changes of state, order confirmations, transactions or payments are logged here.

You can customize order history to hide actions from some user roles. For example, you might only
want to show payment actions to accounting users and not to order processors.

To find the Order History group, select an order, click edit to open the order details page and scroll
down to the Order History group.

Countyistate code: 102 Email address elr@sitecore.net
X
Country: country102 Post box. Box102
Contact name Elena Rudovol
Iore \
ORDER HISTORY DETAILS &
PAYMENT ] Datefime 5/25/2012 10:52 AM
Transaction [D L
Payment ID: 102 Entity ID: 1017
. Order
Payment means code: | Code102 Entity type:
Action: Ship In Full
Type Information
ORDER HISTORY 4 Slever User
Result: SEEEEE
| Filters | Details: I\CI‘}angf-‘* from Mot Shipped to Shipped in
u
User sitecoreladmin
DATE TIME TRANSACTL... ACTION RESULT USER \ : / /
5I25/2012 10:52:21 AM 2 Update Order Approved sitecore\admin
| 512512012 10:52:21 AM 1 Ship In Full Approved sitecore\admin
512512012 10:52:21 AM ] Pack In Full Approved sitecore\admin

When you select an action in order history, more details about the selected action appear in the info
part on the right hand side of the order details page.

Overview of order history information:

Column Name

Description

Date/time

Timestamp time of action including date and time in hours and minutes.

Transaction 1D

Used to tie related actions together. For example, you might want all capture
actions to share the same transaction ID.

Entity 1D

Reference to a unique identifier — For example, if the entity type is an order, then
entity 1D refers to the Order No.

Entity type

Description of the entity. For example the entity could be an order or a product.

Action

Name of the action taken. For example, ship in full.

Type

The level of urgency of the log entry, for example information, warning or an error.

Level

administrator.

The audience that the information is intended for. For example, end user or an

Result

Was the action approved or denied?

Details

Description of the action taken and of any important consequences of the action.
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Column Name

Description

@ sitecore

User

Domain and user role.

If you have performed a large number of actions on an order you can filter order history to find a

specific action.

For example, you could filter to find one specific action, such as Capture order.

ORDER HISTORY

ACTION

[7] Delete order line
Capture order
[7] Packin full

[ Ship in full

DATE

5/29/2012

TIME

9:18:02 AM

o]

ACTION DATE

Today

[ Yesterday
] Last hour
] Last 3 days

TRANSACTI... ACTION

14 Capture order

RESULT

il Approved

‘E‘ [] Denied
RESULT USER
Approved sitecore\admin
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Order Manager Common Tasks

This chapter contains procedures explaining how to perform some key everyday
tasks in Order Manager.

This chapter includes the following sections:
e Order Processing and Fulfillment
e Locating an Order - Filtering
e Changing Order State
e Cancelling an Order

e Printing an Order
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3.1 Order Processing and Fulfillment
The term Order Fulfillment covers all the tasks from end to end in processing an order.
Order fulfillment tasks can include the following:

e Locating an order

e Validating an order

e Packing an order

e Shipping an order

e Capturing an order

¢ Invoicing the customer

e Closing an order
In Order Manager, the order processor is responsible for carrying out most order fulfillment tasks but
other roles, such as packing, shipping and customer service can also be involved.

Order fulfilment tasks can vary depending on the specific business scenario, so this cookbook
includes a separate chapter on Order Manager Scenarios that covers all the key order processor
tasks in more detail and relates them to specific business scenarios.

However, there are many other Order Manager scenarios that are not covered in this cookbook.
Some typical scenarios include:

e Removing an order line.

e Changing an order line.

e Changing the product quantity.
e Changing a product.

e Removing an order line from an order and replacing it with another order line (without
exceeding the price of the removed order line item).

e Adding an order line to an order when the customer has chosen a non-online payment
method, for example bank transfer.

e Adding a charge or a discount to an order.

For more information on specific order processing and fulfilment tasks, see Chapter 4, Order
Manager Scenarios.
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3.2 Locating an Order - Filtering

Order processors, packaging, shipping, customer service or whoever is using Order Manager must be
able to find orders quickly that need processing.

In Order Manager, there are two ways to locate orders:
o Navigation filters

e Filters

3.2.1  Navigation Filters

In Order Manager, navigation filters appear as links in the left-hand side of the order home page and
list page. These links can be configured to vary depending on your role. For example, an order
processor can see open orders and orders in process, a shipping manager might see orders ready to
shipped or shipped orders, while customer service might see a list of changed orders.

It is not possible for users to change navigation filters. Creating or changing navigation filters is a
developer task.

Order Manager navigation filters:

n Administrator Log out

=) Orders

Orders

PURCHASE ORDERS ORDERS

Orders ORDER NO ORDERD... ORDERTI...

Open orders ,
1015 41712012 7:36:24 AM

Orders in process

Closed orders 1017 4/14/2012 7:36:27 AM

Cancelled orders
1002 41812012 7:36:03 AM

1014 41712012 7:36:22 AM

1028 4/15/2012 7:36:48 AN

1008 4/18/12012 7:36:12AM

In Order Manager, the default navigation filters display orders filtered by state:
e Orders — A complete list of all orders in Order Manager, regardless of state.
e Open orders — All orders in the state ‘Open’.
e Orders in process - All orders in the state ‘In process’.
e Closed orders - All orders in the state ‘Closed’.
e Cancelled orders - All orders in the state ‘Cancelled’.
Order processors use navigation filters to find orders that need attention. During order fulfillment

orders stay in the In process state until all stages of the process are complete (packing, shipping and
capture). Then the order processor changes the state of the order from In process to Closed.
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3.2.2 Filters

Filters enable you to refine the default navigation filters by allowing you to build your own filter
conditions.

You can apply filters to order list pages or in order details, Order History group. A filter will return all
orders that match the criteria you specify using the values available in the filter columns.

Note
The available filter options can only be customized by a developer.

For more information on list pages, see List Pages. For more information on order history, see Order
HistoryOrder .
Search

The search box appears on all order list pages. You can use search to filter customer orders by typing
a word or phrase in the box provided.

] Administrator Log out
=) Orders
PURCHASE ORDERS ORDERS A
oraers [ Fiters | s
Open orders
Orders in process NO. DATE TIME STATE CUSTOM... TOTAL A... CURRENCY
Closed orders
Cancelled orders 1005 512412012 12:00:00 AM Mew Maxim She... 142353 usD
1035 sM2/2012 4:37:15 AM In process .. Elena Rud... 4,080.29 usD
1033 5125/2012 43711 AM In process .. Yuriy Morozov 4,08429 usD
1007 5l2412012 12:00:00 AM New Sergey Sh... 4,205.79 uso
1015 5l25/2012 4:36:36 AM New Yana Pivov... 4,202.29 uso
1021 5l2112012 4:36:45 AM In process Maxim She_ 497577 uso

For example, enter the name of a customer or order no., click the magnifying glass icon or press enter
and your search results display a list of orders that match your criteria.

Filtering Columns
To refine the results in the Orders in process navigation filter:
1. Log in to Order Manager.
2. Select the Orders in process navigation filter.
3. Click Filters to open the filter panel.
4

By default, the filter panel has three columns each displaying a different set of filter options
based on columns displayed in the list:

o Order Date — enables you to select a time period. For example, Today, Yesterday or Last
Hour.

o Status — enables you to choose a state. For example, New, Open or In process.

o Currency — choose a currency. For example, EUR or USD.
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To make a selection select a check box next to the appropriate option.

5. In the filter panel, select the following values:

Order Date Status Currency
Last 3 days Open usD

Order Manager filters orders to according to the criteria you have chosen and displays search
results below the filter panel.

E—

ORDER DATE STATE CURRENCY

] Teday [ Mew * [ EUrR

[ Yesterday B Open L usD

[] Last hour —  [] Inprocess 4

Last 3 days - [ Closed il
HO. DATE TIME STATE CUSTOM... TOTALA... CURRENCY
1007 5/29/2012 12:00:00 AM Open Yana Pivov... 4,295.79 uso

After you have made a selection the order list page updates to display your filter results.
If you select more than one option from the same column you are using an OR condition.

For example, select Today or Yesterday or Last hour. This filter will show all the orders created today
or yesterday or during the last hour.

e

ORDER DATE STATE CURRENCY

Today [0 New '~ [F EUR
Yesterday = [0 Open ‘E [C] usD
Last hour — [0 Inprocess L

[7] Last 3 days . [ Closed i

If you select options from multiple columns you are using an AND condition.

For example, select Today and New and EUR. This filter selection will show all orders made in Euros
with the state = ‘New’that were created today.

e
ORDER DATE STATE CURRENCY

I Today ol Mew .:. EUR I
[] Yesterday |E| [C] Open ‘E‘ [] usD
[] Lasthour — [ Inprocess L
] Last 3 days [] Closed il
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You can also change which filter column you are using by clicking on the column name and then on
one of the other available column names that appear in the drop-down list.

ORDER DATE

Order date
State

Currency

[] Last 3 days

HO. DATE

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The
contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.

Page 30 of 61



Order Manager Cookbook

3.3 Changing Order State

During the order fulfillment process, an order processor can make multiple changes to an order.
States help the order processor and other users to see how far an order has progressed through the
order fulfillment process.

In Order Manager, it is possible to create your own custom states and sub states depending on your
business needs and there is no limit to the number of states and sub states that you can create.

3.3.1 State

States help to increase the efficiency of Order Manager by making it possible for users to carry out
multiple processes in parallel and make it easier for them to find orders that need their attention.

You set a state by selecting a check box in the Smart panel. All orders must have a main state but
can have multiple sub states. Also the system can enforce the order in which you set states.

Order Manager has the following default states: New, Open, In process, Closed and Cancelled.

3.3.2 Sub State

Sub states cover all the sub tasks and sub processes that you need to carry out when an order
occupies a specific state. For example, when an order is in the In process state, it has three sub
states:

o Packed in full
e Shipped in full
e Captured in full

The In process state is complete when you select each of the ‘full’ sub state check boxes. This
illustrates that it is possible to select three sub states at the same time.

Sub states can also provide more detail about a state or can indicate the reason for using a certain
state. For example, when you select Cancelled as the main state, the following sub states are
available to identify the reason for cancellation:

e Fraud
e Customer

e Shop owner

You can configure Order Manager to trigger events on the completion of a state or when you select a
sub state.

In Order Manager, there are five default states and six sub states:

State Sub state Description

New none The initial or first state for an order.
In the webshop, when a customer clicks Confirm order, a new
order is created in Order Manager. All orders begin in this state.

Open none Once validation checks have been completed, the order processor
changes the state of the order to Open. You can configure this to
be done automatically.

In process An order remains in this state during all the stages of order
fulfilment.
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State Sub state Description
Packed in full All of the items in this order have been packed.
This sub state is required before an order state can be changed to
Closed.
Shipped in full All of the items in this order have been shipped.

In this sub state you can edit the order details but it is not possible
to add, edit, remove or change quantities in the order.

This sub state is required before an order state can be changed to
Closed.

Captured in full

All of the money for the items in this order has been captured.
In this sub state you can edit the order details but it is not possible
to add, edit, remove or change quantities in the order.

This sub state is required before an order state can be changed to
Closed.

Closed none

When all the stages in the order fulfillment process are complete,
the state of the order is set to Closed. This is usually the
responsibility of the order processor.

Cancelled

The order has been cancelled. Sub states provide more
information on the reason for the cancellation. It is only possible to
select one sub state for a cancellation.

Customer

The customer decided to cancel the order.

Fraud

The fraud validation checks and/or process order validation
indicate fraud, therefore the order is cancelled. This can be done
automatically or manually.

Shop owner

The shop owner decided not to fulfill the order but to cancel it.
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Default states and sub states flow diagram. Sub states for the In process state appear in the box:

Order created

System performs fraud checks B‘

{Has the user cancelled
ar has the shop cancelled the order?} Mew

The Order Processor evaluates the result of Fraud checks
| and decides whether to process the order,

This means changing the state of the order to "In process".
No If the arder processor finds that there is fraud,

the order is set to the "Cancelled" state.

{Cancel the order?}

In Process
o o

T
/N
& & &

Sub-states

To change the “In process” state
to "Clozed” all sub states “in full"
[green) must be checked:
"Packed in full”, "Shipped in full",
"Captured in full".

Cancelled
=

o
{Reason
for the cancelling?}

A,&/&tes

S
( Frauwd j (Custcmerj (Shcpownerj

When all required sub-states
have been marked. The state
can be changed

In the following example, a customer orders several items on the webshop, and therefore creates an
order in Order Manager. The order processor has validated the order and the items that make up the
order have already been packed. The order processor must next change the sub state of the order to
Captured in full to deduct the full amount of the order from the customer.

To change the state of an order:
1. Log in to Order Manager.
2. Locate an order by filtering. Use one of the pre-defined filters, such as Open orders.
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3. Select an open order (State=Open).

== Administrator Log out

> Orders

Orders

PURCHASE ORDERS ORDERS A

Orders ORDER HO ‘ORDERD... ORDERTI... STATE CUSTOM... TOTALA... CURRENCY

Open orders

1015 41712012 7:36:24 AM MNew Alexander ... 4.966.05 UsD
Orders in process
Closed orders 1017 4/14/2012 7:36:27 AM Open Elena Rud.. 7,860.03 usD
Cancelled orders

1002 4/18/2012 7:36:03 AM MNew Yana Pivov. 143353 usbD

4. Use the drop-down to change the state of the order from Open to In process.

[acrons = RS

ORDER QUICK VIEW )
Order no.: ot
Order time: AEREEDEL
. 5M12/2012
DATE TIME STATE CUSTOM... OnETiEE
Mote: note102
BH2i2012 4:36:39 AM Open Yuriy Morozo
5M9/2012 43703 AM Open Sergey Sh...

State:

Closed
Cancelled
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5. First select the sub states Packed in full and Shipped in full. Save your changes and then
select Captured in full to complete all the sub states for this order.

DATE

511212012

5/25/2012

52172012

515/2012

5M2i2012

52412012

5/24/2012

51512012

TIME

43715 AM

43711 AM

4.36:45 AM

43718 AM

4:36:39 AM

4:36:40 AM

43713 AM

4.36:49 AM

STATE

In process -

In process ..

In process _..

In process ..

In process ...

In process

In process ..

In process _.

CUSTOM...

Elena Rud.

Yuriy Morozo

Maxim She..

‘Yana Pivov..

Yuriy Morozo

Yuriy Morozo

‘Yana Pivov..

Alexander ..

ORDER QUICK VIEW

ACTIONS = [

Order no. loLg
R 4:36:00 AM
T — 51212012
Mote: note102
State In process

a Capturedin full
Packed in full
Shipped in full

Note

In some regions local laws might mean that Packed in full and Shipped in full must be completed
first before you can select Captured in full.

6. Click Save to save the changes to the order.

For more information on configuring states and sub states, see the SES Configuration Guide.
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3.4

Cancelling an Order

@ sitecore

In Order Manager, an order processor could receive a request to cancel an order from a customer or
shop owner. For example, a customer might decide that they no longer want to buy a product and so
have the right to cancel the order before processing has begun. A shop owner might want to cancel
an order if it the customer has not paid for previous orders or if the order contains fraud.

To cancel an order:

1.
2,

Open Order Manager and login.

Select an order to cancel.

The main state of the order must not be:
o Closed

The sub state of the order must not be:
o Shipped in full
o Captured in full

In the Actions panel, set the order state to Cancelled.

ORDER QUICK VIEW
Order no.: il
Order time: SHEEEAL
DATE TIME STATE CUSTOM... SREIGET
Note: note113
5M6/2012 4:36:55 AM Cancelled ... Yuriy Morozo State: Cancelled
5M32012 4:37:26 AM Cancelled . Elena Rud.. | Customer
Fraud
Shop owner
5152012 4:36:59 AM Cancelled .. Alexander ..
BI20/2012 4:36:53 AM Cancelled ... Yuriy Morozo
5212012 4:37:23 AW Cancelled .. Maxim She..
5M14/2012 4:36:57 AM Cancelled . Elena Rud..

AcTions = 4

6. Provide a reason for the cancellation. Set one of the following sub states:

o Customer — request by the customer
o Fraud — attempted fraud confirmed

o Shop Owner — request by the webshop owner

Note

You must set a sub state before you can cancel an order. The sub state is verified when you

click Save.
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7. Click Save.
After the order processor has changed the state to Cancelled, Order Manager triggers the following:
e Logs the cancellation in the user and payment action history.

e Displays a message in Order Manager to the order processer that the order has been
cancelled.
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3.5 Printing an Order

It is possible to print orders in Order Manager using the Stimulsoft Report Engine. Sitecore DMS uses
the same engine to create engagement analytics reports, such as the Visit Detail (Session) report.
Just like engagement analytics reports the layout of your printed invoices is fully customizable.

To print an order:
1. Open Order Manager and login.
2. Select a predefined filter, such as All open orders.
3. Select an order to print.
4. Inthe Smart panel, click Actions.

[acrons = I

ORDER QUICK VIEW A

Orderno.: R

T T 4:36:00 AM

. 51612012
DATE TIME STATE CUSTOM... e

note111

Mote:

5. Inthe Actions panel, click Print.

x

ACTIONS X

ORDER DETAILS GENERAL

Edit [ Print *_]

Send confirmation

ORDER D... ORDER TI... STATE

Mote:
414j2012 7.31:02 AN In process ... Elena Rud...

State: Cancelled |Z|
42412012 7:29:54 AM Mew Maxim She...

Customer
Fraud

42412012 T:29:48 AM Mew Alexander .. Shop owner
412412012 12:10:50 PM Open Elena Rud...
4/16/2012 T:30:11 AM MNew Alexander ..
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Your selected order opens in a new browser window.

Sriint [ Save 14 4 Page of1 b bl Q75%  [& OnePage

MNicam Proshop
- s ﬂ_"::q"s_l\)&z:)
Nicam Proshop Landon, 3535, Englend
Invoice # 124 Date: 11/28/2011 11:32:10 AM Page 1 of 1
B to ‘Customer numder. 124 Sand to nameiz4
ramei aodresslingtd
aodresslinglzd cRyNamet2d, postali2e
cRyNamet24, postali2e 124
124 124
phoneizd eirshecorenst
ein@sheconenet
Note: 124n08
Note: 124n0te
No. Name aty Tax Unit Prics Totsl Prics
Description
5005 ] 100 400% USD182.00 USD2E
31 megap sor grio 20 reliznie,
supeniar perlmmance. Festures 3 5 Zo0m-NKKOR ke, Sletinoni
WViewdfinder, 2 5-inch LCD moniior, optical Vibration Reduction, high 130, and
EXPEED Image processing concspt
3008 CH-1TA 100 400% UsDiass USCO00
5005 ] 100 400% USD182.00 USDT4800
31 megap for grio 20 reliznie,
superiar perlbmmance. Festures 3 5 Zoom-NKKOR kens, Sletironic
WViewfinder, 2 5-inch LCD maoniior, optical Vilbration Reduction, high 150, and
EXPEED Image processing concspt
3001 Ever-ready Camers Case CF-D200 100 400% USDS52.00 USCO00
5005 ] 100 400% USD182.00 USD2E
31 megap sor grio 20 reliznie,
Supeniar perlmmance. Festures 3 5 Zo0m-NKKOR lens. Sletironi
Viewfingar, 2 S-inch LCD maoniior, optical Vibration Reduction, high 150, and
EXPEED Image processing concspt
3008 CH-1TA 100 400% UsDiass USCO00
Su ozl USD144.58152
Dalhery cost USD124.00
T 400%
Disoount USD124.00
Total UsD1,289.98

attention Pnill Cones
2442 Fowler Avenue
Narcross, GA 30071
UsA

1 yer waranty on P Deskon Inchide Ul sences
Tracking webshe: WebsReURN24

Nz Prosnon. -5t Anhonsnoad 23
London, 3535, England
Emall no_regly@ahecore et

Support Ihe 1 open 240 365 days

All the details of your order and order lines appear in a printable format.
6. Click Print to print the order.
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3.5.1 Configuring Print Layout

In Order Manager, it is easy to customize the print layout of your invoices. You can add a company
logo and can update your company address information. Print layout information is stored as Sitecore
items so it is easy to re-use reports and update company information as necessary.

To add a company logo:

1. Open the Content Editor and navigate to the following location:
/sitecore/content/E-Commerce Examples/Home/Business Catalog/Company Master Data

=[] sitecore
= & content
i Home
= ¢! E-Commerce Examples
= ) Home
@ chedout
[ Layout Section
My Page
i@l Digital SLR.
Manthly Offer
[5 webshop Functions
5} Webshop Site Settings
a n Webshap Business Settings
) states
B vaT Regions
[ orders
2 Order Status
Il countries
& var
3 Currencies
& Shipping Options
@ Ccurrency Conversion
¥ Notification Options
ﬂ Languages
=) Payment Options
= &J Company Master Data
'T_‘) Sale
(@) support
(1) Technical
(%9 Product Repositories

2. Inthe content tree, select the Company Master Data node and enter the path to the logo that
you want to use.

e e e T

B Languages
Z) Payment Options

= &) Company Master Data Post Box [shared]:
@ Sale
@ Support
@) Technical Fax [shared]:
(9 Product Repositories
B Layout
) Media Library Website [shared]:

29 system
QTemp\abes

Logo Ul [=hared]
| /sitecore modules/shell/Ecommerce/Shell/Applications/OrderManager/Report/logo.jpg I

In this example, the company logo is stored in the Order Manager/Report folder which is part
of the site folder structure.

3. Click Save.
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To add or edit a company address:

1. Select the Company Master Data node.

2. Enter the company name and address details in the appropriate Data fields.

=] D sitecore
= a Content
i) Home
= :; E-Commerce Examples
= i) Home
@ Checkout
Layout Section
My Page
i@ Digital SLR
Monthly Offer
@ Webshop Functions
E'a Webshop Site Settings
=2 ‘ Webshop Business Settings
() states
B AT Regions
@ Orders
.2 Order Status
I countries
& vaT
& Currencies
nﬂ Shipping Options
& Currency Conversion
[# Notification Options
ﬂ Languages

@ Technical
[ Product Repositories
% Layout
&) Media Library
2 system
E Templates

Company Master Data

© ouick nfo

El pata
Company Name [zhared]:
Nicam Proshop

Address [=hared]:
Sct. Anthonsroad 23

Address2 [zhared]:

Zip [shared]:
3535

State [shared]:
Gity [shared]:
London

Country [shared]:
England

Company Number [shared]:z
Email [shared]z
sales@nicam.proshop.com

Post Box [shared]:

3. Inthe ribbon, click Save to keep your changes.
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4. Print preview the new report print layout showing the logo and the address information.

Keport.pdi - Adobe Reades
Filer Rediger Vis Dokument Veerktejer Vindue Hjeslp

= &l W 1/ i@ ® W% - - iHl

L% ol

Nicam Proshop

. Sct. Anthonsroad 23

Nicam Proshop Lendon, 3535, England

Invoice #: 63467339486083 Date: 3/15/2012 8:32:21 AM Page 1 of 1
Billto  Customer number: {CA177505-5CD4-405F-8EE0-4FCD Send to Saren Kerm

Seren Kerm Vester Farimagsgade 3 E

Wester Farimagsgade 3

Copenhagen, 1606
Copenhagen, 1606 DK
DK

sk@sitecore.net

Note:
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Order Manager Scenarios

This chapter contains two complete example Order Manager walkthrough scenarios.

A walkthrough is an end to end business scenario that includes all the steps and
information you need to complete a specific Order Manager task.

This chapter includes the following scenarios:
e  Order Fulfillment

e Managing an Order
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4.1 Order Fulfillment

Order Fulfillment is the term used to cover all the tasks, from end to end, involved in processing an
order. These tasks could include validating a new order, locating order line items in the warehouse,
packing, dispatching the order and invoicing the customer.

4.1.1 Order Fulfillment = Full

In Order Manager, Order Fulfillment — full is the simplest and most common scenario for the order
processor. In this scenario, if all stages in processing the order go smoothly without any exceptional
events occurring, then order fulfilment is complete. All the items in the order must be in stock and the
customer should not have made any special requests or changed the basic order in any way. If all
these conditions can be met then the order processor can process the order in full and ship all items
to the customer.

Scenario Overview

An E-Commerce webshop sells cameras and other photographic equipment. Sophia, the order
processor receives an order from Phyllis, a professional photographer for a new D3 camera and an
Ever-ready Camera Case CF-D200. When Phyllis completes her order on the webshop, she
automatically creates an order in Order Manager.

Note
The capture process changes depending on whether you create an order using an online or offline
payment provider. This scenario uses an online payment provider.

Prerequisites
To complete this walkthrough you need to install the following components:
e Sitecore CMS 6.6 or later
e Sijtecore DMS (optional)
e Sitecore E-Commerce Services 2.0.0
e Sijtecore E-Commerce Order Manager

e Sijtecore E-Commerce Examples

For more information on installation prerequisites, see the SES Installation Guide 2.0.0 on SDN.

Personas
e Sophia — Order Processor
e Paul — Packaging
e Shaun — Shipping

e Phyllis — Customer (Professional Photographer)
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Summary of steps:
e Locate order
e Validate order
e Pack order
e  Ship order
e Capture order

e Close order

4.1.2 Locate Order

In the webshop, Phyllis creates an order and completes the checkout process. This creates an order
in Order Manager and at the same time sends an email to Phyllis thanking her for placing the order.
The email message also contains a PDF attachment of the order invoice.

Sophia, the order processor logs in to Order Manager and finds the new order created by Phyllis.
To find an order:
1. Filter orders by state = New
In Order Manager, in the left navigation, click on the pre-defined filter Orders.

2. Inthe order list page, select an order to process. Click on the order placed by Phyllis and the
Smart panel opens to the right of the page.

If either the customer or the shop owner wants to cancel the order they can issue a request to do so.
If no cancellation request has been received by this stage, then Sophia can change the state of the
order to Open.

To change the state of an order to Open:
1. Inthe order list page, select Phyllis’s order.
2. Inthe Smart panel, State field, select Open from the drop-down menu.
3. Click Save.

When Sophia changes state or performs any other action, Order Manager naotifies her of the action
and that the changes to the order have been saved.

For example, after an order confirmation has been sent to the customer.

“ An order confirmation has been sent to the customer.

“ The changes to the order have been saved.

ORDERNO.  ORDERDATE  ORDERTIME  STATE CUSTOMER N, TOTALAMOUI  CURRENCY
0 212912012 11:24 Al New ElenaRu... 5.218.04 usD
1 ZIFRIG012 1125 Al e Flena Bu 4 137 07 LIS

This action also appears in order history along with any other actions performed on the order.
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41.3 Validate Order

Before processing an order Sophia must first validate the order to check for mistakes and possible
fraud. In Order Manager, by default you perform all validation checks manually. However, you could
create your own custom automated fraud checks. For example, by using minFraud by MaxMind to run
checks of a customer IP address and credit card details. We recommend that you implement some
kind of automatic system validation.

To validate an order manually perform the following checks:

1. Inthe Smart panel, first perform a visual check by reading through all the details of the order.
Check that each field is complete and that all information provided by the customer looks
legitimate.

2. Validate the customer IP address against an IP address database. This could be a system
process or external service.

3. Validate the name. Check the customer name against a name database to exclude fictitious
names like Donald Duck, John Doe, No Name and Test etc. This could be part of a system or
external service.

4. Validate the customer address. Validate against an address database and integrate with a
directory lookup service. This could also be a system or external service.

Create a system check for similar names or email address but different address or vice versa.

Validate email address. Check the email address to set fraud ranking by domain name, for
example corporate address verses Hotmail or Gmail addresses. Validate against an email
address database.

7. Unusual product quantity. If the customer orders an unusually high number of items then the
order should be approved first. Set criteria for what you consider to be an unusually high
number of items.

Order price check. An order that exceeds a certain price may need to be approved first.

Check Inventory. Perform a manual check of your inventory or you may have your own system
for doing this.

Note
You do not need to perform the checks in this list in any specific order.

Once all the validation checks are complete, if an order passes all checks successfully it can move
into the next state. Sophia changes the state of the order to In process so that Paul in the warehouse
can start packing the order.

To change the state of an order to In process:
1. On the order list page, select Phyllis’s order.
2. Inthe Smart panel, State field, select In process from the drop-down menu.
3. Click Save.

4.1.4 Pack Order — Full

In the warehouse, Paul in packaging logs in to Order Manager. He uses the In process filter to find
Phyllis’s order, so he can start the process of packing the order in full.

To pack an order in full:
1. Filter orders by state = In process

2. Select an order to pack. Select Phyllis’s order.
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3. Inthe Smart panel, to open an order, click Actions.

ORDER QUICK VIEW A

Orderno.: 1
Order time: ETENDNT
5122012

Order date:

4. In Order Details, click Edit.

, co [N X

ACTIONS X

ORDER DETAILS GENERAL

[ Edit 'k] Print

Send confirmation

a | Note: note103

5. In the Order Details page, select the Packed in full sub state for this order.

| ] Administrator Log out
L]

> ORDERS > Order Details

Order Details

ORDER e
Order no.: 1035 Order time: 1:03:00 PM
Order date: 1/8/2013 Tax currency: usD
Note: . Price currency: UsD
State: In process [=]

Captured in full
'
Shipped in full
More

CUSTOMER ~

Identifier: Title:

Full name: Phyllis Job fitle:

First name: Address 2:

Surmame: City: London

TAX

Total tax amount:

Rounded amount:

TOTAL
Before tax:
Tax deducted.
After tax:
Allowances:
Total charges:

Pre paid amount:

Rounded amount:

Total to pay:

ACTIONS ™

251.00
0.00

2,510.00
251.00
2773.99
0.00
12.99
0.00
0.00
2,773.99
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Note
You can change the order state or sub state in the Order Details page or using the Smart
Panel.

6. Click Save.

Once Paul has completed packing and saving all the changes to the order he sees the
following notification messages:

o The changes to the order have been saved.

o Order state changed to packed. '

7. Click Back to return to the order list page.

8. In the Smart panel, check that the main state of the order is now In process and the sub state
is Packed in full.

x
ORDER QUICK VIEW N
Orderno.: 10
T 4:37:00 AM
. 51122012
DATE TIME STATE CUSTOM... TRETGEE
Mote: note120
sM2i2012 43715 AM In process _.. Elena Rud..
512512012 43711 AM In process - Yuriy Moroza
5(21/2012 4:36:45 AM In process ... Maxim She. State: In process B
51512012 43718 AW Inprocess . | Yana Pivov.. Cl Captured in ful
Packed in full
[ shipped in full
sH2i2012 4:36:39 AM In process _.. Yuriy Morozo
512412012 4:36:40 AM In process Yuriy Morozg Save
BI24/2012 4:37:13 AM In process .. Yana Pivov..

4.1.5  Ship Order — Full
Shaun can now begin the process of shipping the entire order in full.
To ship an order in full:
1. Filter orders by state = In process
Click on the pre-defined filter Orders in process in the left navigation.
2. Select an order to ship. Select Phyllis’s order.

3. Inthe Smart panel, leave the main state of the order In process and select the sub state
Shipped in full.
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4. Click Save.

Shaun in shipping must ensure that all items in the order are actually shipped from the warehouse to
the customer before saving this sub state.

Once Shaun has completed shipping and saving all the changes to the order he sees the following
notification messages:

o The changes to the order have been saved.

o Order state changed to shipped.

4.1.6 Capture Order — Full

Capturing the order means getting payment from the customer for the items in the order. This is only
relevant with B2C webshops where payments are processed using an online payment system.

Sophia sees that Paul has packed and shipped Phyllis’s order. She can now capture the money for
Phyllis’s order in full. Changing the sub state of an order to Captured in full automatically starts the full
capture process.

To capture an order in full:
1. Filter orders by state = In process
Click on the pre-defined filter Orders in process in the left navigation.
2. Select an order to capture in full. In this example, select Phyllis’s order.

3. Inthe Smart panel, select Captured in full and click Save.

x
ORDER QUICK VIEW 2
Order no. 1035
Order time: 1:03:00 PM
Order date: 17872013
TIME STATE CUSTOMERN... TOTALA} Hote
1:03:16 PM In process (PIF) Phyllis 2
5:44:26 PM In process Billy 2 =
State: In process =]
3:46:50 PM In process (PIF. Chris Bushnell 2
P { Captured in full
. ¥ Packed in full
5:39:56 PM In process Elena_billing 1 Shipped in full
4:25:24 PM Open Elena_billing. d. 7
4:02:52 PM Open Maxim Shelupe... 2
4:02:39 PM Open Sergey Shushly 2
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The payment provider checks to see if it can process capture for these items. If the value of
the order exceeds the authorized reserved amount, then the payment provider displays the
following message:

“The order cannot be captured in full. The payable amount exceeds the authorized reserved
amount from the payment provider”.

Note
This message applies to every order state (including New and Open). The Captured in full
check box is disabled by default for these orders.

If the value of the order does not exceed the reserved amount, then the payment provider
displays the following message:

“Do you want to proceed? The full amount will be captured from the customer account if you
proceed”.

A TN T S i =iy it

Do you want to proceed? b 4

The full amount will be captured from the customer
account if you proceed.

4. If you want to proceed, click Yes, and then the following message is then displayed:

o The changes to the order have been saved.

o Order state changed to captured.

The state of the main order remains In process and it now has the following sub states:
o Captured in full check box selected.

o Packed in full check box selected.
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4.1.7

o Shipped in full check box selected.

DATE TIME STATE CUSTOM... X
5/25/2012 4:36:36 AM MNew Yana Pivov...
51252012 4:36:30 AM MNew Maxim Sh... ORDER QUICK VIEW A
512812012 4:36:29 AM MNew ‘Yana Pivov... 1035
Order no.: -
X I 4:37:00 AM
51252012 4:36:28 AM MNew Elena Rud... Order time:
Order date: TR
BI128/2012 4:36:27 AM Mew Maxim Sh... Note: note120
B/26/2012 4:36:22 AM MNew Yana Pivov...
S READY FOR CAPTURE State: In process B
DATE TIME STATE CUSTOM... Captured in full
Packed in full
5125/2012 4371 Al Inprocess... | Yuriy Mora... SppEie
512412012 4:36:40 AM In process Yuriy Mora.
52012012 4:36:44 AM In process... Maxim Sh...
5/15/2012 4:37:05 AM In process Maxim Sh...
T " e

Close Order

Now that Sophia has processed all the items in Phyllis’s order in full she can close the order.

To close an order:

1.
2.
3.
4,

Note

Filter orders by state = In process

Select an order to close (Phyllis’s order).

In the Smart panel, change the order state from In process to Closed.

Click Save.

When you close an order in Order Manager it can no longer be edited or changed (it stays in read
only mode). However, it is still possible to print and re-send order confirmation to the customer. Only
users in the Administrator role can re-open an order.
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4.2 Managing an Order

In Order Manager, the term managing an order describes the process of updating an order when a
customer makes a request for a change. For example, by adding or removing a product or by
changing the quantities in an order.

In Order Manager, Order Fulfilment — Managing an Order is a fairly common scenario but can
become quite complex depending on the number of changes made to the order.

Sophia, the order processor is mainly responsible for managing these changes although other
employee roles such as customer support or accounting can also contribute.

Note

When adding or removing order lines, the total amount due changes and this can affect the capture
process. After updating an order the capture process must always be handled by the order processor.
Scenario overview

An E-Commerce webshop sells cameras and other photographic equipment. Sophia (order
processor) receives an order from a professional photographer (Phyllis) for a new D3 camera, Ever-
ready Camera Case CF-D200 and SB-800 flash gun. When Phyllis completes the check-out process
in the webshop this creates a new order in Order Manager.

Sophia starts processing the order and passes the order to Paul to start packing the items in the
order. Meanwhile, customer support receives a phone call request from Phyllis requesting a change to
the order. She would like to replace the SB-800 flash gun with the cheaper SB-400 flash gun.

Note

The capture process changes depending on whether you create an order using an online or offline
payment provider. This scenario uses an online payment provider.

Prerequisites
To complete this walkthrough you need to install the following components:
e Sitecore CMS 6.6 or later
e Sijtecore DMS (optional)
e Sitecore E-Commerce Services 2.0.0
e Sijtecore E-Commerce Order Manager

e Sijtecore E-Commerce Examples

For more information on installation prerequisites, see the SES Installation Guide 2.0.0 on SDN.
Personas

e Sophia — Order Processor

o Paul — Packaging

e Shaun — Shipping

e Cassandra — Customer Support

e Phyllis — Customer (Professional Photographer)

Summary of Tasks
e Locate order
e Validate order

e Pack order - full
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e Change order

e Re-pack order — full
e  Ship order - full

e Capture order - full

e Close order

4.2.1 Locate Order
To find an order:
1. Filter orders by state = New
In Order Manager, in the left navigation, click on the pre-defined filter Orders.

2. Inthe order list page, select an order to process. Click on the order placed by Phyllis and the
Smart panel opens to the right of the page.

If either the customer or the shop owner wants to cancel the order they can issue a request to do so.
If no cancellation request has been received at this stage, then Sophia can change the state of the
order to Open.

To change the state of an order to Open:
1. Inthe order list page, select Phyllis’s order.
2. Inthe Smart panel, State field, select Open from the drop-down menu.
3. Click Save.

When Sophia changes state or performs any other action, Order Manager naotifies her of the action
and that the changes to the order have been saved. For example, after an order confirmation has
been sent to the customer.

“ An order confirmation has been sent to the customer.

“ The changes to the order have been saved.

ORDERNO. ~ ORDERDATE  ORDERTIME  STATE CUSTOMER N, TOTALAMOUI  CURRENCY
0 212912012 11:24 Al New ElenaRu... 5.218.04 usD
1 ZIFRIG012 1125 Al e Flena Bu 4 137 07 LIS

4272 Validate Order

Before processing an order Sophia must first validate the order to check for mistakes and possible
fraud. In Order Manager, by default you perform all validation checks manually. However, you could
create your own custom automated fraud checks. For example, by using minFraud by MaxMind to run
checks of a customer IP address and credit card details. We recommend that you implement some
kind of automatic system validation.
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To validate an order:

1. Inthe Smart panel, first perform a visual check by reading through all the details of the order.
Check that each field is complete and that all information provided looks legitimate.

2. Check Inventory. Perform a manual check of your inventory (you may have your own system
for doing this).

3. Validate payment. In the case of an online order (when money is reserved) check that
customer credit card details are valid. This is not applicable for customers that choose to use
an offline payment provider, as no money is reserved.

For more information on validating orders, see the Order Fulfillment scenario, Validate Order section.

Once all the validation checks are complete, Sophia changes the state of the order to In process so
that Paul in the warehouse can start packing the order.

To change the state of an order to In process:
1. Inthe order list page, select an order.
2. Inthe Smart panel, State field, select In process from the drop-down menu.
3. Click Save.

4.2.3 Pack Order — Full

In the warehouse, Paul in packaging logs in to Order Manager. He is able to locate quickly all the
items in Phyllis’s order, so he can start the process of packing the order in full.

To pack an order in full;
1. Filter orders by state = In process
2. Select an order to pack. Select Phyllis’s order.

3. Inthe Smart panel, to open an order, click Actions.

ORDER QUICK VIEW =

Order no. 1111
Order time: 3:09:00 PM

Order date: 11972013

4. In Order Details, click Edit.

PN crons = B8

ACTIONS X
ORDER DETAILS GENERAL
[ eat %) Print
Send confirmation
Maote: note103
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5. In the Order Details page, select the Packed in full sub state for this order.

| ] Administrator Log out
L]

=: > ORDERS > Order Details

Order Details

ORDER s
Order no.: 1035 Order time: 1:03:00 PM
Order date: 1/82013 Tax currency: usD
Note: i Price currency: usD
State: In process [=]

[C]_captured in full
- [E Packed in ful ]

[ Shipped in full

More v
CUSTOMER =
Identifier: Title:
Full name: Phyllis Job fitle:
First name: Address 2
Sumame: City: London

Note

TAX

Total tax amount:

Rounded amount:

TOTAL

Before tax:

Tax deducted
After tax:
Allowances:

Total charges:
Pre paid amount:
Rounded amount:

Total to pay:

You can change the order state or sub state in the Order Details page or using the Smart

Panel.

6. Click Save.

Once Paul has completed packing and saving all the changes to the order he sees the

following notification messages:

o The changes to the order have been saved.

o Order state changed to packed.

7. Click Back to return to the order list page.

ACTIONS ™

251.00
0.00

2,510.00
251.00
2773.99
0.00
12.99
0.00
0.00
2,773.99

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The

contents of this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.

Page 55 of 61



Sitecore E-Commerce Services 2.0 on CMS 6.6

8.

4.2.4

@ sitecore

In the Smart panel, check that the main state of the order is now In process and the sub state
is Packed in full.

DATE

BM2/2012

5/25/2012

5212012

BM5/2012

51212012

5i24/2012

52412012

TIME

4:37:15 AM

43711 AM

4:36:45 AM

4:37:18 AM

4:36:39 AM

4:36:40 AM

43713 AM

STATE

In process ...

In process ...

In process ..

In process ..

In process ...

In process

In process -

x
ORDER QUICK VIEW A
a5
Orderno.: [
37 AN
Order time: SRTEEDAL
CUSTOM Order date: TAEAEE
Mote: note120
Elena Rud..
Yuriy Morozo
Maxim She. State: In process |ZI
. | Captured in full
Yana Pivov.. o
Packed in full
[ shipped in full
Yuriy Moroza
ury Moroze | cancel | save |
Yana Pivov.

Change Order

Phyllis telephones Cassandra in Customer Support and makes a request to change one of the
products in her order. She would like to remove the SB-800 flash gun and replace it with the cheaper
SB-400 model. Cassandra logs in to Order Manager so that she can update the order.

Note

Sophia, the order processor and other end-uses with appropriate permissions in Order Manager can
also carry out this task.

To replace the SB-800 flash gun with the SB-400 flash gun:

1.

Filter orders by state = In process

To do this, click on the pre-defined filter in the left navigation Orders in process.

Select an order to change. In this example, select the order created by Phyllis.

In the Smart panel, click Actions and in Order Functions click Edit to open the Order Details

Task page.

In the Order Details Task page, scroll down to the Order Lines group and select the SB-800

flash gun.
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5. In the Smart panel, click Change Product.

e

Total{
A Rount
2:13:00 PM oy
Befort
usD

Taxd
uso After i
New |z| Allows:
More ~ Total |
Pre pi
Rount
Total

v

.

UNIT PRICE

Name:

Description:

Quantity:

Unit price:

ACTIONS &

ORDER LINE DETAILS ORDER LINE FUNCTIONS

&€ Remove order line
SB-200 e Change product

New Speedlight SB-300 with wireless i-TTL flash
control evolves the technology beyond the D-TTL of
the D1 series. It introduces features that include
Advanced Wireless Lighting (wireless remote control
over multiple flashes), Flash Value Lock (FV Lock),
AUTO FP High-Speed Sync and Flash Color
Information Communication. It also features the new
'Wide Area AF Assist llluminator that is tailored to the
new D2H's 11-area Multi-CAM 2000 AF Sensor
Module. Additional features include a built-in wide
flash adapter for 14mm wideangle lens coverage, GN
38/53 (ISO 100/200, at 35mm) and flash coverage
from 24mm up to 105mm when using the Auto Zoom
function (in 5mm zeom steps between 35 and
105mm).

178.00

X

cres
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6. In Products, search for the SB-400 product.

m TAX  PRODUCTS &
Total |
~ Rount SB-400 x
ter time: 2:13:00 PM TOT. | cope NAME PRICE
Befort
SEMIERE usb Taeq | 2002 SB-400 123.00
ce currency usD after1
New |z| Allows
More v Total |
Pre pi
Roum
Total |
v
4 [ »
~ Quamlty:
— UNIT PRICE [ sae | cancal |
1 1,051.00
1 559.00

1 178.00

7. Select the SB-400 product and click Save.
8. In Order Lines, check that the SB-400 now replaces the SB-800.

9. Click Save to save the changes made to the order.

Note
After changing the product, if the order had been previously Packed in full, this sub state check box is
now cleared. This indicates to Paul in packing that the order needs to be re-packed.

425 Re-pack Order — Full

Paul re-opens Phyllis’s order in Order Manager and finds that Cassandra in customer support has
made changes to the order. He can see that the sub state of the order is no longer Packed in full, so
he needs to re-pack the order. He must first locate the replacement item in the warehouse and then
re-pack the order.

To re-pack an order in full;

1. Filter orders by state = In process

2. Follow the same steps as for Pack Order — Full.
3. Change the order sub state to Packed in full.
4

Click Save to close the Smart panel.
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Once Paul has re-packed the order he again sees a notification message confirming this.

o Order state changed to packed.

ORDER

Order no.: 1111 Order time:

Order date: 10872013 Tax currency:

4.2.6

When Cassandra received the request from Phyllis to amend her order, Shaun had not begun the
process of shipping any of the items in the order yet. Therefore, Shaun can now begin the process of
shipping the entire order in full.

Ship Order - Full

To ship an order in full:
1. Filter orders by state = In process
Click on the pre-defined filter Orders in process in the left navigation.
2. Select an order to ship.
3. Inthe Smart panel, leave the state of the order In process and select the sub state Shipped in

full.
X
ORDER QUICK VIEW ~
Order no 1
T 437:00 AM
. 511212012
DATE TIME STATE CUSTOM... Order date:
Mote: note120
5M2/2012 43715 AM In process ... Elena Rud..
51252012 43711 AM In process ... Yuriy Morozo
5/21/2012 4:36:45 AM In process ... Maxim She.. State: In process B
51512012 43712 AM Inprocess . Yana Pivov.. El captured in ull
Packed in full
Shipped in full
51212012 4:36:39 AM Inprocess .. Yuriy Moroza
52412012 4:36:40 AM In process Yuriy Moroza
BI2412012 43713 AM In process - Yana Pivov.
4. Click Save.
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Once Paul has completed shipping and saving all the changes to the order he sees the following
notification messages:

o The changes to the order have been saved.

o Order state changed to shipped.

4.2.7  Capture Order — Full

Sophia sees that Paul has packed and Shaun has shipped Phyllis’s order. She can now capture the
money for Phyllis’s order. Changing the sub state of an order to Captured in full automatically starts
the capture process.

To capture an order in full:
1. Filter orders by state = In process
Click on the pre-defined filter Orders in process in the left navigation.
2. Select an order to capture in full. In this example, select Phyllis’s order.
3. Inthe Smart panel, select Captured in full and click Save.

If the order was made with an online payment provider Order Manager checks to see if it can
process capture for these items. As Sophia has replaced the SB-800 flash gun for the
cheaper SB-400, the payable amount for the order is now less than the reserved amount. If
Sophia had chosen a more expensive product then capture would not be possible because
the order payable amount would exceed the reserved amount. The following notification
would appear:

“The order cannot be captured in full. The payable amount exceeds the authorized reserved
amount from the payment provider”.

However, in this example, the payable amount is less than the reserved amount, so Sophia
can proceed with capture. She instead sees the following message:

“Do you want to proceed?
The full amount will be captured from the customer account if you proceed”.

EVE v e i 2T e Cid bo Dl

Do you want to proceed? x

The full amount will be captured from the customer
account if you proceed.
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4. To proceed and capture the order, click Yes. The following notification message is then
displayed.

“ The changes to the order have been saved.

“ Order state changed to captured.

Note

If the customer selected an online payment provider and the payable amount exceeds the authorized
reserved amount the order cannot be captured in Order Manager. There are two ways the order
processor can capture the order in this situation: Cancel the whole order and create a new one or
delete the unwanted product and create a separate order for the replacement product.

4.2.8 Close Order

Now that Sophia has processed all the items in Phyllis’s order in full and added the changes she
requested, she can close the order.

To close an order:
1. Filter orders by state = In process
2. Select an order to close (Phyllis’s order).
3. Inthe Smart panel, change the order state from In process to Closed.
4. Click Save.

Note

When you close an order in Order Manager it can no longer be edited or changed (it stays in read
only mode). However, it is still possible to print and re-send information to the customer. Only users in
the Admin role can re-open an order.
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