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Order and Form Entry Management 
● The expectation is that the individual responsible for your store’s web orders will log in 

at the beginning of the day and remain logged in all day.  

● Orders must me assigned as they are received. Once the order has been assigned, the 

status on the order should be changed to ‘Assigned/In-Process’ and the ‘assignee’s’ 

name entered.  

● It is the responsibility of this individual to manage what salesperson was assigned to 

each order and to ensure all orders are being processed (and completed) in a timely 

manner, a minimum of 3 times a day. 

● To those individuals assigned orders: the expectation is that the customer will be 

contacted within 1  hour of receiving an order.  

● Comments can be noted in the ‘Private note’ field or sent to the customer through the 

‘Note to Customer’ field.  Please be aware that any notes submitted (even private notes) 

must be professional and non-offensive if the customer where to view them.  

● Once the order is completed, the SYSPRO sales order # (received from the salesperson) 

should be inputted and the order status updated to ‘Completed (Offline)’” 

● The additional statuses that can be used as needed are ‘Pending Payment’, ‘On Hold’ or 

‘Cancelled’. 

● It is important that this order management process is adhered to as the customer can login 

anytime to  view the status of their orders.   

 



Viewing/Editing Orders 
ATTENTION: These instructions are for viewing orders and modifying specific attributes. 

Please refrain from adding orders at this time. 

 

1) Order number and customer IP 

2) Date and time the order was created 

3) Order status.  Order statuses are: “Received”, “Assigned/In-process”, “Pending 

payment”, “On hold”, “Completed (Offline)”, “Cancelled”, “Refunded”  and “Failed” 

○ See Changing Order Statuses below for more... 



4) Customer name record 

5) Handling store 

○ See Changing Store below 

6) Assignee 

○ See Assigning Orders below 

7) SYSPRO Order ID 

8) Invoice number 

9) Customer billing information 

10) Customer email address 

11) Customer phone 

 

   



Viewing/Editing Form Entries 

 

 



1) Quick Links.  Click to view entries that are “unread”, “starred” (favorited), or 

“trashed”.  “All” returns you back to all, unfiltered entries. 

2) Bulk action checkbox.  Click to select an entry to include it in a bulk action.  Bulk 

actions include: “Mark as Read”, “Mark as Unread”, “Add Star”, “Remove Star”, 

“Resend Notifications”, “Print”, and “Trash” 

3) Entry status.  Click to change the status of the form entry.  Initially all entries are set to 

“Received”, but it is recommended that you change it to “In Progress” when viewing or 

“Completed” when finished dealing with an entry.   

4) Internal Notes.  Click to edit notes communicated between staff. 

5) Mailed To Store.  This field contains the email address of the store that received the 

message. 

6) First/Last.  The customer’s name 

7) Phone Number.  The customer’s phone number entered in the form 

8) Comments.   The message submitted by the customer detailing their request.  This is a 

very important field.  Please read carefully. 

9) Entry Date.   The date and time the form was submitted by the customer. 

10) Customer Selected Store.   This is the local store that the customer selected on the site. 

This field may not be the same as the Mailed to Store, since the customer is able to 

modify the latter when sending the form message.  For instance, they may select 

Burlington as their local store for the site, but choose to send a form message to 

brampton@source.ca instead. 

 
 

mailto:brampton@source.ca


The Orders List 

 

Viewing orders list: 

1. Click on the “WooCommerce” sidebar menu (or “WooCommerce” “Orders”)

 

 

2. The Orders List shows a variety of information such as: 

○ Order number and customer 

○ Date 

○ Status 

○ Billing information 



○ Assignee 

○ Store handling the order 

○ Latest notes 

○ Order total 

○ Total orders count 

○ Total orders pending payment count 

○ Total orders received count 

○ Total orders completed offline count 

○ Total orders assigned/in-process count 

3. You can view the details of any order in the list by clicking anywhere on the desired 

order row (See Viewing/Editing Orders below) 

4. Orders can be filtered by specific month, store (if you are able to manage orders for 

multiple stores), customer, and/or print statuses.  To filter the Orders List, select the 

filter from the specific dropdown at the top of the page, and click “Filter”

 

5. You can modify the status of a group of orders quickly from the Orders List.  This allows 

for expeditious changes to the status, print, or discard several orders at once.  To make 

a bulk action: 1) apply a checkmark to each order that will be included in the action; 2) 

select the action from the “Bulk Actions” dropdown at the top-left corner of the page 

and; 3) click on “Apply”. 



 

ATTENTION: These actions will occur for all orders selected.   

6. One or more orders can be searched easily by entering a search criteria  in the Search 

Box at top-right and clicking on ‘Search orders’.  The search function will look for 

orders by order number, customer name, billing information, assignee, store, or notes. 

 

Changing Order Statuses 
The order statuses are, in order: 

● Received The initial status after an order is submitted 

● Assigned/In-Process Order has been viewed & assigned to a salesperson 

● Pending payment Order is awaiting payment from SYSPRO 

● On Hold Order is on-hold 

● Completed (Offline) Order was completed in SYSPRO 

● Cancelled Order was cancelled  

● Refunded Order was refunded in SysPro 

● Failed Order contains a data-entry error 



To change the order status, select the new status from the ‘Status’ list.  Keep in mind that 

customers are able to view their orders and their current status on the ‘My Accounts’ page on 

the site.  The current statuses are also displayed on the ‘Order List’ page. 

 

Changing the Order Handling Store 
If the viewed order can be better administered by the staff of a different store, you can change 

the handling store by selecting it from the ‘Handling Store’ dropdown.  Please make sure you 

click ‘Update’ at top-right to save the change. 

The new store will see this order and be able to manage it when they next view their ‘Orders 

List’. 

It is required that you select ‘Resend new order notification’ from the ‘Order Actions’ 

dropdown at top-right after the store has been changed and the order has been updated.  This 

will ensure that the new store will get a notification that they have a new order to process. 

 

Assigning Orders 
To indicate that this order has been or will be assigned to another staff member, enter their 

name in the ‘Assignee’ field. This field is just a text field at this time.  

Once you change the assignee, you should go down to the ‘Order Emails Sent Log’ at the 

bottom of the page and resend the New Customer Order email to the assignee. 

 



Entering Order Notes 

 

The Order Notes section provides sales staff with the ability to send communications to either 

customers or managers and have each note documented in the respective order.  Three types of 

notes are recorded here: 1) messages to customers/managers; 2) alterations to the order 

information, and; 3) system notices.  In the above diagram, blue messages are notes entered in 

the ‘Add note’ field, grey are order attribute changes, and maroon are system notices. 

Notes are listed from most recent at the top and older towards the bottom. 



To post a note to the customer: 

1. Enter the message 

2. Select ‘Note to customer’ 

3. Click ‘Add’ 

This note is then immediately emailed to the customer’s email on record and the note is 

recorded in the order.  If the email is incorrect, make sure it is corrected by clicking on the 

pencil ( )icon to the right of ‘Billing’ at the top of the order details page: 

 

Be advised that all notes MUST be professional and non-offensive. 

To post a note to the manager of the handling store: 

1. Enter the message 

2. Select “Private Note” 

3. Click “Add” 

This note is automatically emailed to the ‘Handling Store’ email address and the note is 

recorded in the order. 

 



Other Order Actions 

 
There are many additional support actions that can be performed: 

1) Email invoice / order details to customer 

○ This will email a copy of the order details confirmation that the customer 

received when the order was first submitted to the email address on record. 

2) Send ‘Order Status Changed’ custom email 

○ This will email a message to the customer that the status of their order has 

changed and to what it has been changed. 

3) Resend new order notification 

○ This will email the same order notification email that was sent when the order 

was first submitted, but to the ‘Handling Store’ currently on record.  This is 

required after changing the ‘Handling Store’. 

4) Regenerate download permissions: NOT USED BY SOURCE 

5) Print Invoice 

○ This will initiate a request to print a PDF version of the order.  When the page 

reloads, you will see a message at the top of the page ‘Invoice created.  Print 

now’.  Click ‘Print now’ and complete the printing (web browsers cannot print 

directly to printers). 

 



6) Send Email Invoice 

○ This will send an invoice email to the customer 

7) Print Packing List 

○ This will initiate a request to print a PDF packing list. 

8) Send Email Packing List 

○ This will send the packing list to the store email. 

 

Order Emails Sent Log 

 

 

The ‘Order Emails Sent Log’ tracks all emailed correspondence to either the customer or 

handling store. 

You can easily preview any email by clicking on the View button. 

If you need to resend the email, click on Resend.  The subsequent page will have a field in which 

you can confirm the recipient’s email address. 

 



Form Entry Details (Admin Users) 

 

1) Sending Notifications: 

If you want to send a notification to the store manager of the form entry, place a 

checkmark in the “Admin Notification” checkbox.  Otherwise a confirmation of the 

receipt of the form entry will be resent to the customer. 

2) Printing Form Entries: 

If you want to print the form entry details, click “Print”.  Check “include notes” to 

include internal notes in the printout. 

3) Entering New Notes: 

The Notes area at bottom allows you to enter new notes that will be recorded with the 

form entry.  With the “Also email this note to” dropdown you can send the new note to 

either the store or customer. 


