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Overview

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

www.osf-commerce.com OSF | Commerce @)’
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CsSuite Support Flow - Case

1. The Support Agent logs into the
Salesforce environment using his

credentials: salesforce

2. The agent opens the Cases object,
clicks the New button and opens a case
associated to an account exported from Username
Salesforce Commerce Cloud which has | ‘
the Customer Number filled in: .

Note: If you have record type set up

in Salesforce for Cases, you may be
prompted to select the appropriate
case record type, in this example
we will select “Interaction” and click Foraat Vour Passord?
on continue.

[[] Remember me

g7 NewCase

(  Select Case Record Type

Select a record type for the new case. To skip this page in the future, change your record type settings on your personal setup page.

Select Case Record Type

Record Type of new record I Interaction v

Continue | | Cancel

After this you will be redirected to the screen where you need to fill required fields
to create a case, click on “Save” to save the changes to the case.

2 CaseEdit Help for this Page @
L New Case

Case Edit Save & Close | |Save & New | |Cancel

I =Required Information

Case Information

Subject IOrder on behalf-Case Status | New v
Description Case Owner Tom Jones
Account Name Rachel Green Cg Entitlement Name Cg
ContactName  Rachel Green Q)
Additional Information
Case Origin I Phone v Type —-None-- v
Priority Medium v Case Reason --None-— v

Commerce @
An OSF Company Brand
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3. Once case is saved you need to click on “Details” tab in order to see Case details
and available related lists.

Note: This screen is visible only when you have “Case feed layout” enabled, if
you are using standard case page layout you can skip this step.

Customer &
Rachel Green
Rachel Green
(877) 614-5568 .

FEED FILTERS
AllUpdates

All Emails
Private Answers
Call Logs

Case Notes Q

Status Changes

Tasks and Events

4. Scroll down the page to navigate to

@ Post

Case Number 00001122

Order on behalf-Case

No Descriplion

Feed Details

Created Date  6/26/2017 11:13 AM

Status  New
Priority  Medium

Case Owner Tom Jones

/

&9, Email [«

Click here to expand the Post action.

All Updates for this case

Sort By Latest Posts

i Tom Jones created this case.

& 00001122

Reopen Case

# Change Status £ New Task

&2 Follow

Followers

@

No followers.

Topics

Subject: Order on behalf-Case

Priority: Medium

Status: New

Case Product button

Feed Details

Case Detail

¥ Case Information
Subject
Description
Account Name
Contact Name

Case Flag

v Additional Information
Case Qrigin

Priority

w Description Information
Current basket

Last visited preducts

¥ Web Information

DatefTime Opened

Order on behalf-Case

Rachel Green
Rachel Green

|

Phone

Medium

6/26/2017 11:13 AM

Add Topics

Manage Commerce Cloud Orders ¥

“Case Product” related list and click on

Edit | | Delete | | Close Case | | Clone | | Sharing | | Manage Commerce Cloud Orders | | Accept Case
Case Number 00001122
Status  New
ContactPhone  (877) 614-5568 "
7 Contact Email  rachel.green@osf-global.com
Case Owner g Tom Jones [Change
Entitlement Name Immediate Support
Type
Case Reason
DatelTime Closed
Edit | | Delete se Case | | Clone | | Sharing | |Manage Commerce Cloud Orders | | Accept Case

Case Products

No records to display

www.osf-commerce.com
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5. Add product(s) to the case:

Case Product Edit

New Case Product

Help for this Page &)

Case Product Edit

Information
Case Product Name
Case
Product

Quantity

Save

Save & New | |Cancel

Owner

| 0oB-DemoTest
00001122

Tennis Racquet-Elite

|1

© »*2 0

o Save & New | |Cancel

I = Required Information

Tom Jones

6. After saving the added case product the agent will click the Case ID to go back to
the case page:

Case Product

OOB-DemoTest

« Back to List: Accounts

Case Product Detail
Case Product Name
Case
Product
Commerce Cloud Product Code
Quantity
Created By

Open Activities [0] | Activity History [0]

Edit

Delete | | Clone | | Submit for Approval

OOB-DemoTest

Tennis Racquei-Elite
Sportful_112345805

1

Tom Jones, 6/26/2017 11:20 AM

Owner

Last Modified By

Edit

Delete | | Clone | | Submit for Approval

Customize Page | Edit Layout| Printable View | Help for this Page &

t Tom Jones [Change:

Tom Jones, 6/26/2017 11:20 AM

Open Activities

No records to display

New Task | | New Event

Open Activities Help ' ?

Activity History

No records to display

Log a Call| | Mail Merge | | Send an Email

www.osf-commerce.com
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7. Once the needed Case Products were added to the Case the Support Agent
clicks the Manage Commerce Cloud Orders button:

Feed Details

Case Detail Edit | | Delete | |Close Case| | Clone | | Sharing ‘l Manage Commerce Cloud Orders IAccept Case

¥ Case Information
Subject  Order on behalf-Case
Description
Account Name Rachel Green
ContactName  Rachel Green
Case Flag P

¥ Additional Information
Case Origin ~ Phone
Prictity  Medium

¥ Description Information
Current basket

Last visited products

¥ Web Information

Date/Time Opened  6/26/2017 11:13 AM

Case Number 00001122
Status  New
ContactPhone  (877) 614-5568 "
Contact Email  rachel.green@osf-global.com
Case Owner 4 Tom Jones [Change
Entitlement Name  Immediate Support

Type
Case Reason

DatelTime Closed

f-
Edit | |Delete | | Close Case | | Clone | | Sharing ‘I[Manage Commerce Cloud Orders rAccept Case

Note: The Manage Commerce Cloud Orders button may need to be added
manually on the Case layout after the Salesforce package is installed.

8. On click to Manage Commerce Cloud Orders, an iFrame will be displayed with the

following information:

a. CsSuite Login form
Salesforce Commerce Cloud
credentials will be requested
for the first time when the
CsSuite functionality will be
used and each time when the
login expires (expiration time
is set to 8h);

www.osf-commerce.com
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| & Customer Service Suite
»

salesforce COMMerce cloud

osfglobal07-alliance- prinr-eud2-dw. demandware. net

Enter your Login and Password below.
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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 SF per user level.

b. CsSuite page
When the CsSuite functionality was previously used and the session is not yet
expired (please see the next step);

9. If the Salesforce Commerce Cloud Customer Number existed on the Person
Account and was correct, the registered account is automatically searched,
selected, and the Order on Behalf with the Case Products (already added to the
case in Salesforce) is automatically displayed:

salesforce cOMmerce cloud |  Suite

Welcome, SportfulServiceRep

ORDERS | PRODUCTS
HOME | Back to Search Results Oﬁ @ @
S Add Shipment Cancel
Order Information ORDER  MOTES ~ HISTORY ﬁ
Order contains: 1 line items ta 1 shipping lacation(s) Customer. Order: Status: New
Total Price: USD 3983
Date received: hew arder to be created. Shipment: Rachel Green; 1 Item; USD 32.00 (Default) Show/Edit =
Customer: Rachel Green
Customer No: 00009501 Shipping Status: NOTSHIPPED Ship to:
Email: rachel greeni@os? global com Gift false Rachel Green
o Gift Message: (no gift message entered) 591 Redwood Ave
LIRS Sacramento, CAG5815
us
T Thve (877) 614.5568

Bdwoo
Sacramento, CA 95815

us
(877) 614-5568

Payment Information X

Tennis Racquet-Elite
Sportiul 112345805
New Payment In Stock

10. If the Person Account to which the case is related had the Shipping and Billing
address fields filled in when the Manage Commerce Cloud Orders button was
clicked, and the account has no address associated with it on the Salesforce
Commerce Cloud storefront, the Shipping and Billing addresses from the CsSuite
will be automatically filled in with the values from the Shipping and Billing addresses
found on the Person Account in Salesforce. If this is not the case, the support agent
will need to fill the Shipping, Billing and Payment Information and place the order.

Price & Discounts [Qty.
$32.00 ; - $32.00

Shipping Total:  $5.99

Tax Total:  $1.90

Commerce @T’
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Fill the Payment Information by selecting the New Payment option:

salesforce cOMMerce cloud | Suite

ORDERS | PRODUCTS

HOME | Back to Search Results

@ ® @

S Add Shipment Cancel
A A [CCancel]

Order Information

Order contains: 1 line iterms to 1 hipping location(s).

Customer Order: Status: New
Total Price: USD 3389
Date received: New order to be created Shipment: Rachel Green; 1 ltem; USD 32.00 (Default) Show/Edit =
Customer: Rachel Green
Customer Ne: 00009501 Shipping Status: NOTSHIPPED Ship to:
Email: rachel green@ost global com Gift: 138

Rachel Green
Gift Message: (no gift message entered) 591 Redwood Ave

Billing Address Sacramento, CA95315

Rachel Green

us
591 Redwood Ave (877) 6145568
Sacramento, C4 95815

ﬁ Price & Discounts ftem Total
Tennis Racquet-Elite $32.00 - $32.00

Payment Information .
X
Sportful_ 112345805
i stock

us
(877) 614-5568

Shipping Total $5.99

Tax Total:  $1.90

the Add Payment modal will open and 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:

salesforce COMMerce cloud |

ORDERS PRODUCTS

HOME | Back to Search Results

@ @ @ ‘Add Shipment Cancel
ORDER NOTES HISTORY P ﬁ

Order Information

Order contains: 1 line ftems to 1 shipping location(s) Customer Order: Status: New
Total Price: USD 39.89 :
Date received: MNew order to be crested Shipment: Rachel Green; 1 Item; USD 32.00 (Default) show/Edit =
Customer: Rachel Green
Customer No: 0000501 Shipping Status: NOTSHIPPED Ship to:
Email: rachel.green@osf-global.com Gift: false

Rachel Green

Gift Message: (0 Gitt message enterad
Billing Address ge: (no g g ) 591 Redwood Ave
Sacramegig _CAGER
Rachel Green o
591 Redwood Ave ey Add Payment x
Sacramento, Cé 95815
us

(877) 614-5568

[Credit Card
CE Tpe - ,
Payment Information Wumper = [ -
‘ennis Racquet-Elite Expiration Date : = $32.00 4 - $32.00
Sportful_772345805
In Stock

secuycose [

[y | g o629

Tax Total.  $1.90

www.osf-commerce.com OSF
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ORDERS PRODUCTS

HOME | Back to Search Results

Order Information

@ @ @ Add Shipment Cancel
h—4 [CCancel]

Add Payme

il Mlcredit Card

Order contains: 1 line items to 1 shipping Incation(s)
Total Price: USD 39.59
Date received: New order to be created
Customer: Rachel Green
Customer No: 00009501

: sy e -
Email: rachel. green@osf global.com Gift: NumBEr * I:l
Invalid expiration date - *
Rachel Green Invalid expiration date
591 Redwood sve

Sacramento, CA 95815 Name on Card,

o Please enter your Name as it appears on the card Edit
(877) 614-5568 Security Code: *

ﬁ Please enter your Security Code

-
Payment Information
x

e

11. Once the Payment Information step is completed the agent can check and
update the Billing / Shipping information as needed:

ORDERS ' PRODUCTS

Customer Attributes

@ @ @ Add Shipment Cancel
b ] ==

Customer: Rachel Green Qrder: Status:

Customer No:
First Name:
Last Hame:

00003501

Shipment: Rachel Green; 1 Item; USD 32.00 (Default)

Emai

Shipping Status: NOTSHIPPED Ship to:

Rachel Green
591 Redwood Ave
Sacramento, CA 95815

Maximum Results:1=0 v

Shipment: Rachel Green; 1 ltem; USD 32.00

« order e
* Access 77) 614 5568
"ﬁ.) User linclude Gift Message B77)

N Gift Message:

& Rachel Greel

2

Shipping Address Shipping Method

$32.00 1 - $32.00

Rachel Green

First Name: * [Rachal 0]
ID: 00009501
] Last Name: * [Green | Method: [ Ground - §5.93 v
591 Redwood Ave

Sacramento, 9581 Address Line 1:* [531 Redwood Ave Description:

Address Line 2 I:' Order recelved within 7-10 business
(877) 614-5568 days
rachel.green@osf| City: * Shipping Total.  $5.99
. orde Country. = TaxTatal  $1.90
v Aeee State. =

Zip Code: ™ 95815

et e Tebar a0 A0

Cancel

salesforce COMMerce cloud| Suite

ORDERS | PRODUCTS

HOME | Back to Search Results

@ @

@ Add Shipment Cancel
ORDER NOTES HISTORY ﬁ

Customer Order: Status:
Edit g Address

Shipment: Rachel Green; 1 Item; USD 32.004

Order Information
Order contains: 1 line items to 1 shipping Iocation(s)
Total Price; USD 39.59
Date received: Newr arder to be created
Customer: Rachel Green
Customer No: 00009501

Shipping Status: NOTSHIPPED Please update the details below.
Email: rachel. green@ost global.corm

Gift: false .
o Gift Message: (no gift message entered) First Name:
Billing Address Last Name:

#achel rean Address Line 1:* (591 Redwasd Ave

591 Redwood Ave

Sacramentn, CA 95815 ° Address Line 2 |:|
us

- L=

877) 614-5568

(877) —q Zip Code: * [s8R15

l_ Country: *
State: *

b 4 Tennis Racquet-Elite
Phone:  [{877) 614-5568

Sporiful_ 112345805 677)

1 Stock Email rachel greenggost-global

Payment Information

¥ credit card #1 %

New Payment

Cancel

Shipping Total:  $5.99

NE

Tax Total:  $1.90

www.osf-commerce.com OSF
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12. On the order page, if necessary, the agent can also apply a coupon code or
upcharge/discount. When everything is done the agent can place the order by
clicking the Save Order button;

salesforce COMMerce cloud | Suite

PRODUCTS

@ @ @ Add Shipment Cancel
omen  Noms iy [ Cancel”|

Customer Attributes

Customer Ho: | (0008501 Custorner Rachel Green Order: Status:
First Name:
Last Name: Shipment: Rachel Green, N R 00 {Defay .
Email i Confirm Order Submit for Order
Maximum Results: (50 v . Product Price & Discounts Item Total
b 4

W $32.00 1 *- $32.00
= » Order for Unregistered User
i\"") = Access Storefront as Unregistered

Are you sure you want to save all changes?

User

S o———
)

Rachel Green 00008501 =

T

Shipping Total:  $5.99
Ta: Total:  $1.90

Rachel Green

1D: 00009501

Shipment Total:  $39.89

591 Redwood Ave
Sacramento, 95815

Merchandize Total: $32.00
{877) 6145568 Shipping Total:  §5.99%-

rachel.green@ost-global com apply Coupon: [ |0 Price Adjustment| Reasem: [ | prices [ |9 TaxTotali  §190

- Order on Behalf Order Total:  $39.89
@ Access Storefront on Behalf

Promotions,

scounts and Coupons

13. After successfully saving the order, a pop up modal will be displayed containing
the order number.

salesforce COMMerce cloud |  Suite

PRODUCTS

@ @ @ Add Shipment
ORDER NOTES HISTORY W

Customer Attributes

Custamer No: [D0006501 Customer Rachel Green Order: Status:
First Hame:
Last Name: Shipment: Rachel Green; 1 Item; USD 32.00 (Default) Show/Edit =
Email:
Maximum Results: [50 v . Product Price & Discounts Item Total
W b 4 Tennis Racquet-Elite $32.00 | M- $32.00
Sporiful_{72345805
« Order for Unregistered User
In Stock

AT Access Storefront as Unregistered
{m) user

e
a Rachel Green 00009501 - Order Saved Shipping Total:  $5.98

Tax Total:  $1.90
Rachel Green
1D: 00009501

New order saved succesfully with erder number 00007102. Shipment Total:  $39.89

591 Redwood Ave

Sacramento, 85815

Proemotisns niseannts ana zoneans

Merchandize Total:  $32.00
{877) 614-5568 Shipping Total: §5 gg*-

rachel. green@osf-global.com Apply Coupon: I:l Q Price Adjustment| Reasen: I:l Price:$ I:lﬂ? Tax Total: £1.90

__+ Order on Behalf Order Total:  $39.89
- + Access Storefront on Behalf

Commerce @T’
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Support Agent — Case Products

Things to be taken into consideration regarding the Salesforce Case Products to
CsSuite implementation:

1. The Case Products will be copied only through the Order on Behalf functionality
which keeps the Support User inside the CsSuite. Clicking Access Storefront on
Behalf while the Case Products are sent as parameters will not result in the cart
population on the storefront;

2. When the user clicks the Manage Commerce Cloud Orders button from the
Cases object, while the Case has Case Products, for an unregistered user or a
user which does not have the Salesforce Commerce Cloud Customer Number
filled in, the CsSuite will remain in the Customers tab until the user selects Order
for Unregistered User;

Once the Order for Unregistered User button is clicked, the Case Products will be
added to the basket inside the CsSuite and an unregistered order can be placed;

3. Ifthe productis found in Salesforce and is added as a Case Product to a Case, but
the product is not available on the Salesforce Commerce Cloud Storefront, when
the Manage Commerce Cloud Orders button is clicked, the Order on Behalf
process will be started inside the CsSuite, however, the products which are not
available on the Commerce Cloud storefront will not be added to the basket
inside the CsSuite (no warning message will be available for this scenario);

4. If the browser page is refreshed while the user is inside the CsSuite and has made
changes on the products from the Order on Behalf, the changes will be lost as the
basket for the Order on Behalf will contain again the Case Products related to the
Case from Salesforce;

5. If the user adds, removes or updates products while in the CsSuite, returns to the
Case in Salesforce and then clicks the Manage Commerce Cloud Orders button
again, the basket inside the CsSuite will contain the Case Products related to the
Case;

6. If the user logs out from the CsSuite in the Order on Behalf process, when logging
back the products from the CsSuite basket will be removed. In order to
automatically add the Case Products to the CsSuite basket, the user should return
to the Case and click Manage Commerce Cloud Orders button again;

7. It is not recommended to use the Back and Forward buttons of the browser while
navigating through the CsSuite, since it might lead to information being lost inside
the CsSuite.

www.osf-commerce.com OSF \ Sgg}mgrﬁfﬁ @\"’
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Order Flow

Once the order is placed using the CsSuite from Salesforce, it will be visible in
Salesforce Commerce Cloud in the 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”.

Order Search Simple  Advanced By Number
Order Number: -
Number Order Date site Created By Registration Status Customer Email Total Status
Eooomz 6/26/17 8:36:31 am Etc/UTC Sportful SportfulSeniceRep Registered Rachel Green rachel green@osf-global.com £33.89 New
b

00007002 BI26/17 75104 am EC/UTC Sportl Sporu erviceRep Regetered FRachel Green FCel green@osT-giobal corn TI17 60 New
00006903 B/25/17 B:05:53 pm Etc/UTC Sportful autornated.test runner Registered AutornationTestsFMN AutomationTestsLMN demo.automation tests@ost-global.com £224 69 New
00006301 B/25/17 5:51:50 pm Etc/UTC Sportful Customer Registered AutornationTestsFM AutomnationTestsLMN demo.automation tests@ost-global.com $11548 New

Using the “OSF UnifyCOMMERCE for Commerce Cloud” connector, the orders will
be exported to Salesforce based on a scheduled time interval.

Technical/Security Considerations

Each Salesforce user that needs to have access to CSSuite, must have a Salesforce
Commerce Cloud Business Manager user and have the permissions:

® |ogin_Agent and
® | ogin_On_Behalf

Administration > Organization > Roles > UserAgent - Functional Permissions

General  Users  Business Manager Modules | Functional Permissions

UserAgent - Functional Permissions

The list shows all funcional permissions availble in the system. Use the drop down list o select efher the organization or a st as context for funcional permissions. Select the check boxes and use the Update button to grant permissions. Unselect the check boxes and use the Update button (o remove permissions.

Select Context: | StteGenesis =] apeiy

Permission Description B
Login_On_Behalf Allows administrators to login on behalf of a customer into storefront. a
Replication_Run_For_Site  Allows to manage and start data replication processes for site-specific replication groups (i.e. search indexes). B8
Login_Agent Allows to login as agent user to storefiont. Restrict the access to only those Business Manager users that have permission ‘Login_Agent’.
Manage._Site_Catalog Allows to manage the catalog and its assets in the selected site &)
Manage_Site_Library Allows to manage a library and its assets in the selected site =]
Manage_Site_PriceBooks  Allows to manage the price books assigned to the selected site &)
Manage_Site_Inventory Allows to manage the site inventory list and its inventory records in the selected site. B
Adjust_ltem_Price Allows the addition/deletion of a price adjustment at the item level. [&]
Adjust_Shipping_Price Allows the addtion/deletion of  price adjustment at the shipping level &)
Adjust_Order_Price Allows the addition/deletion of a price adjustment at the order level [
Delete_Order_Note Allows the deletion of a note at the order or basket level &)
Create_Order_On_Behalf Of Allows to create an order as an agent via the shop API =]
Search_Orders Allows to search for orders as an agent via the shop APL [a]
Handle_Extemal_Orders Allows to handle extemal orders as an agent via the shop AP B

Update

<< Backto List

www.osf-commerce.com




Thanks for your interest in
OSF UnifyCOMMERCE | DATA Integration
Order on Behalf Case User Guide.

If you have any questions, contact us at
unify@osf-commerce.com




