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1Overview
The purpose of this document is to provide guidance and workflows for the 

Salesforce Commerce Cloud to Salesforce Order on Behalf integration. This 

integration is targeting the sales representatives and customer service personnel to 

create and manage orders on behalf of customers directly form Salesforce.

The Salesforce Commerce Cloud customer service – order on behalf integration into 

Salesforce will provide the following functionality:

 Search for a customer

 Create a new order on behalf of a customer

 Search for orders
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2CsSuite Support Flow - Account

1. The support Agent logs into the 

Salesforce environment using his 

credentials

2. Once logged in, the support agent 

can search for the customer’s 

account in Salesforce using the 

global search field:

3. After pressing the Search button all the related results are displayed and the 

agent can select the customer account:
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4. When the agent clicks to the customer’s name in the list the person account will be 

opened; The support agent clicks the Manage Commerce Cloud Orders button:

Note: the button may need to be manually added to the Person Account 
layout after the Salesforce package is installed;

 b. CsSuite page

  When the Order on Behalf functionality was previously used and the session 

is not yet expired (please see the next step);

6. When the support agent accesses the CsSuite page directly from the person 

account’s details page (by pressing the Manage Commerce Cloud Orders  button) 

the customer’s number will be automatically filled and the customer account will 

be already selected; once the CsSuite page loads the details of the customer will 

be already displayed – including the orders information;

5. When the agent clicks the Manage Commerce Cloud Orders button an iFrame 

will be displayed with the following information:

 a. CsSuite Login form

  Salesforce Commerce Cloud 

credentials will be requested 

the first time when the “order 

on behalf” functionality will be 

used and each time when the 

login expires (expiration time 

is set to 8h)
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Note: The agent will be successfully logged in to the CsSuite page only if the 
username used in the above screen matches exactly the username already 
configured in Salesforce on his User record.

Note: The customer pre-population takes place only if the Salesforce person 
account was properly synced with the Salesforce Commerce Cloud account 
(the Commerce Cloud Customer Number field contains the correct customer 
number from the Salesforce Commerce Cloud);

 b. CsSuite page

  When the Order on Behalf functionality was previously used and the session 

is not yet expired (please see the next step);

6. When the support agent accesses the CsSuite page directly from the person 

account’s details page (by pressing the Manage Commerce Cloud Orders  button) 

the customer’s number will be automatically filled and the customer account will 

be already selected; once the CsSuite page loads the details of the customer will 

be already displayed – including the orders information;

5. When the agent clicks the Manage Commerce Cloud Orders button an iFrame 

will be displayed with the following information:

 a. CsSuite Login form

  Salesforce Commerce Cloud 

credentials will be requested 

the first time when the “order 

on behalf” functionality will be 

used and each time when the 

login expires (expiration time 

is set to 8h)
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 If the sync is not properly done, a generic page will be displayed in the iFrame:

 If the sync is not properly done, a generic page will be displayed in the iFrame:

 If the customer is unregistered, the customer number from Salesforce will not be 

found in CsSuite; the support agent will have the possibility to place an order for 

an unregistered customer by clicking on “Order for Unregistered User”;
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7. When the sync was properly done and the customer exists, in the CsSuite loaded 

page the support agent can select the Order on Behalf button and place a new 

order for the customer (the agent remains in the iFrame and places the order for 

the specified customer directly from the CsSuite inside Salesforce):

8. When the Order on Behalf button is pressed, an order creation section is opened 

in the CsSuite and the agent should follow the next steps to add a new order for 

the customer:

 a.  Select the Products tab
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 b. Search for the products requested by the customer (add the product name in 

the Free Text Search field), select the desired product and add it to the Order 

by selecting the quantity and clicking the Apply button:

 c. After adding all the products to the order the agent will go back to the Orders 

tab and will fill the Payment Information by selecting the New Payment option:

Note: the agent will have the possibility to remove and / or to adjust 
the product quantity: 
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  When new payment information needs to be added for the customer the New 

Payment option will be selected; the Add Payment modal will be opened - the 

agent should fill the Credit Card information; after adding all the payment info 

the agent will press the Apply button;

Note: if the added information is not valid, when the Apply button is 
clicked, appropriate error messages will be displayed:
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9. Once the Payment Information step is completed the agent can check and update 

the Billing / Shipping information:
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10. On the order page the agent can apply coupon codes and adjust the Order Total 

by adding a discount or upcharge through the Price Adjustment fields:
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11. After adding all the Order information, the support agent will click the Save Order 

button to submit the order:

12. After a successful save of the order a pop up modal will be displayed containing 

the order number:
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3Order Flow
Once the order is placed using the CsSuite from Salesforce, it will be visible in the 

Salesforce Commerce Cloud in Business Manager. The orders placed by support 

agents can be identified based on the value of the Created By field since this field is 

populated based on who places the order in CsSuite. 

In the image below can be observed that all the orders placed by support agents 

have the Created By value filled in with the support agent loginName from the 

Salesforce Commerce Cloud platform; the orders placed by the customers 

themselves will have the Created By value set to “Customer”.

Using the “OSF UnifyCOMMERCE for Commerce Cloud” connector, the orders will 

be exported to Salesforce based on a scheduled time interval. 

4Technical/Security considerations
Each Salesforce user that needs to have access to CsSuite, must have a Commerce 

Cloud Business Manager user with the following permissions:

 Login_Agent and

 Login_On_Behalf
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Thanks for your interest in

OSF UnifyCOMMERCE | DATA Integration

Order on Behalf Account User Guide.

If you have any questions, contact us at 

unify@osf-commerce.com


