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Etail Systems Tip Sheet 
 

Objective: To process an order in COMS, including despatching, cancelling & returning items. 

 

The following tells you how to achieve this;- 

 

When you log in to COMS, this screen will automatically appear. 

 

Your 10 most recent orders will appear here. To view the orders, click the ‘View New Orders’ 
button, or the ‘Orders’ tab in the top menu. 

You’ll be able to access all your new orders from this screen.  
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The little symbols under ‘Status’ are as follows: 

Green cash: Order is fully paid. 

Red Cash: Order is not paid. 

Empty truck: Not despatched. 

Part full truck: Some items despatched (if possible to despatch 
multiple items at different times) 

Full truck: All items despatched. 

Printer: How many times the order has been printed. 

PP (PayPal): PayPal payment (hover over the see if it’s pending or complete) 

Clock with orange circle: Payment is pending. 

Gold padlock: Order not released. 

On Hold: This button allows you to put an order on hold e.g. if you think it may be a fraudulent 
transaction. This will stop it from being despatched & appearing on pick lists etc. Just click the red 
hold button to put an order on hold. 

 

Once an order is on hold, the red icon will move to the left. To remove an order from being on 
hold, press the green arrow. 

 

Back Order: If you have warehousing & purchase orders enabled, you might make use of the 
“Display & allow back ordering” stock control function. If an item is on back order, a little red ‘B’ 
will appear against that order/product in that order. 

 

There are many reasons as to why these symbols appear. For a successful transaction, it’s usually 
the green money, truck, printer & possibly PayPal if that’s how they’ve paid (no special symbol for 
paying by SagePay). 

Another combination can be green money but the gold padlock. This often happens when a 
customer’s computer/browser has crashed during the transaction – the gold padlock is just a 
security measure and you can ‘release’ the order by viewing it, then scrolling down to ‘Payment 
Details’ and clicking the ‘Manually Release Order’ button. 

 

If there is red cash and a gold padlock this means the order has not been paid. You can take 
additional payment (use ‘Take additional payment’ button), if they used the wrong card for 
example, or you can cancel the order if the customer wishes (see later on in the guide). 

 

Please only use the Manually Release Order button if you have checked in Sage Pay or PayPal 
that payment has been taken, whether you have the green or red cash symbol. 
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To access the ‘Manually Release Order’ button, & the order in general, click the ‘View’ button 
(the magnifying glass) or the ‘Order No.’: 

 

To cancel / despatch / return items, you need to go to ‘Order Details’. 

 

To despatch items, click the ‘Despatch items’ button. This will take you to the next screen where 
you select what items are being despatched. See below for how to despatch both Royal Mail (1st 
& 2nd Class) or via courier. 

Despatching via Royal Mail (1st or 2nd Class) 

If there’s only one item in your order, or you want to despatch all items in that order (if they have the 
same tracking number), tick the first box (blue). 

 

If you’re not despatching everything in the order, select the appropriate boxes: 

- The second tick box (black) is to despatch all of that item (as people might have ordered more than 
one). 

- The third box (red) is there as if someone has ordered multiples of that item but you only have half 
in stock, you can despatch as many as you have by ticking the appropriate amount of boxes. 

You can then select the ‘Despatch Selected Item(s)’ button which will mark the items as despatched (see 
below if you’re despatching via courier or priority service). From here, you also have the buttons ‘Print 
Despatch Note’, a box you can enter an order number in to go straight to it (‘Next Order No box & ‘Goto 
Next Order’ button), or you can return to the previous screen by clicking ‘Return to order’. 

 

You can also print your Despatch Note & Invoice on the main order screen, at the bottom, as well 
resend the order confirmation email to yourself – ‘Resend Email Notification (Client)’ – or to the 
customer – ‘Resend Email Notification (Customer). This is often useful when peoples’ confirmation 
emails have gone into their junk folder & they can’t find them. 
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NB: Printing a despatch note or invoice will NOT send an email to the customer – all this information 
is contained within the confirmation/despatch emails themselves. 

Despatching via courier 

If there’s only one item in your order, or you want to despatch all items in that order (if they have the 
same tracking number), tick the first box (blue). 

 

If you’re not despatching everything in the order, select the appropriate boxes: 

- The second tick box (black) is to despatch all of that item (as people might have ordered more than 
one). 

- The third box (red) is there as if someone has ordered multiples of that item but you only have half 
in stock, you can despatch as many as you have by ticking the appropriate amount of boxes. 
 

Once you’ve selected everything you want to despatch, this box will appear: 

 

Here you can select from the couriers that are set up, add your tracking number, & select the despatch 
date. Once all that is set up, you can click ‘Despatch selected item(s)’. 

Once this is done, you can also print the despatch note, go to the next order by typing in the order 
number, or return to the previous order screen. 

Detailed Order Information 

If you need to find out the tracking number for an item after it’s been despatched, view the order, scroll 
to the bottom of the page & click ‘Detailed Order View’. 
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You’ll then be able to see some extra information that wasn’t on the previous page, such as who 
despatched the order, what service it was despatched by & the tracking number (if there is one). 

 

Cancelling Items 

Cancel Items - To cancel any items, click the ‘Cancel item’ button. Cancelling items can only be 
done if the items haven’t been despatched & are still in ‘New Orders’. The method is the same 
for cancelling & refunding items - please see below. 

Refunding Items 

This can only be done once the order has been despatched. Any orders that have been 
despatched will be in ‘Search Orders’ rather than ‘New Orders’. There are a variety of functions 
you can use to search for an order. 

Once you’ve found the order, click on the ‘View’ button (magnifying glass), scroll to the bottom, & 
click ‘Return Items’ to return them, or ‘Cancel Items’ to cancel them. 
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To refund or cancel all the items in an order, please tick the tick box in the red header.  

To refund or cancel any shipping charges, please tick the bottom tick box under the ‘shipping’ 
heading.  

If you scroll down you’ll see this screen: 

 

You can add a reason for cancelling / refunding, and add a message to the customer to be sent as 
an email. If they have paid by SagePay, make sure the ‘Refund card’ box has been ticked, or their 
card won’t be refunded and you’ll have to do this via your SagePay account. There is no way to 
refund PayPal from COMS – COMS only says the refund has been process for your records. Please 
log in to PayPal & perform a manual refund if needed. 

 

To cancel or refund the items, click the ‘Cancel Selected Item(s)’ or ‘Refund Selected Item(s)’ 
button. A popup will appear letting you know if your refund has been successful. If there are any 
problems with this, please contact the appropriate company (either ourselves or SagePay). 

 

NB: If you’re refunding anything that’s been paid via Amazon, eBay or Play Trade, then you can 
mark it as refunded in COMS, but to actually process the refund, you’ll need to go into your 
seller account / PayPal account & refund it from there. 

 

Adding Items onto an Order 

You can add items to an order even after it’s been placed (but before it’s been cancelled or 
despatched), as long as you have Sage Pay with MOTO set up. You will need to ask us to turn this 
feature on for you.  
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Once this is turned on, you’ll need to scroll 
down to where the items are on the order, & 
click the “Add Order Item” button. 

 

A new row will appear just above the products. Add the Client SKU Ref into the “Reference” box. 

NB: You’ll need to know the exact Client SKU Ref as there is no search box here. 

 

Add the quantity you require, then click “Add”. 

 

This will then appear in the order Details section. 

 

 

COMS will then see the order as “Part Paid” – so you will need to take Additional Payment via 
MOTO. To do this, scroll up to where the Payment Details section is. On the right, there should be 
a “Take Additional Payment” button – click this & it will take you to the normal MOTO payment 
screen. Once payment is taken, this process is complete. 

Other information 

Product Margin 

You can now see the product margin if you have suppliers set up in COMS – please contact us for 
more information. 

 

Editing order information 

You can also now edit delivery & invoice addresses, personalisation & add items to orders. Please 
contact us for more information. 

 

If you need any more help with processing orders, please email support@etailsystems.com or call 
0844 482 0908. 

mailto:support@etailsystems.com

