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Etail Systems Tip Sheet 
 

Objective: To cancel or refund an order in COMS. 

 

The following tells you how to achieve this;- 

Cancelling & refunding items are basically the same thing – cancelling just refers to any non-despatched 
items, whereas any that have been marked as despatched are classed as being returned. The method is 
the same for cancelling & refunding items - please see below.  

Cancelling Items 

Cancel Items - To cancel any items, you’ll need to go to Orders > New Orders & click 
the magnifying glass on the order you wish to cancel.  

 

 

Once that page has loaded, scroll to the bottom of the order screen & click the ‘Cancel items’ 
button. Cancelling items can only be done if the items haven’t been despatched & are still in 
‘New Orders’.  

NB: Please see from the top of page 2 for the next step – the process is the same for refunding. 

 

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’.  

 

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 certain items in the order, tick the appropriate box. If a customer has bought 
more than 1 of a particular product & you want to cancel or refund every one, tick the box in the 
dark grey border to select every individual piece of that item. 

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 Sage Pay or PayPal, 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 or PayPal 
account.  

NB: If you need to refund an amount which is a not a particular item’s cost, please contact us. 

To confirm the cancellation or refund of 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, 
Sage Pay or PayPal). 

NB: If you’re refunding anything that’s been paid on 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. 

If you need any help with refunding & cancelling orders in COMS, please call 0844 482 0908 or 
email support@etailsystems.com  

mailto:support@etailsystems.com

