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Introduction 

Connector for Facebook Shops & Salesforce Order Management enables merchants 

to leverage their sales channels that are powered by social media, while listing products 

on them. Scheduled updates and inventory sync are included, providing shoppers in-app 

checkout directly in the channel. Seamless integration with Salesforce Order Management 

allows merchants to gain valuable insight into orders from multiple channels.  

 

Once the solution is set up and configured in SFCC and OMS instances (see the Installation 

Guide), the selected catalogs with products appear on the merchant’s Facebook Shop 

page.  

The shopper adds products to a cart, does a checkout, and places the order directly from 

the merchant’s Facebook Shop page.  
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When the order is placed, Facebook processes it for ~30 minutes (to confirm to shopper 

that the order was placed). The shopper may choose to cancel the order only during this 

state.  

Once the order is processed by Facebook, the merchant receives an email notification 

about the new order.  

Based on the schedule set up by the merchant, new orders are ingested into Salesforce 

OMS from Facebook Commerce Manager. The order status is automatically set to 

Activated. 

In the Details tab, Is External Order, Acknowledged, and Updated Order Merchant Id 

checkboxes are selected once the order is placed and activated.  
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Once the status of the order is Activated, an Order Summary is automatically created with 

the Created status. The Order Summary also displays Sales Channel information 

(Facebook).  

Order Payment Summaries records reflect Authorized and Captured amounts for the order.  
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All order summaries from various channels are consolidated on the Order Summaries tab.   
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Order Management Flows 

1. CANCEL ITEMS FLOW 

To cancel items from the order, the Order Summary status must be Created. Only 

unshipped items can be cancelled.  

 

On the Order Summary page, navigate to the Actions & Recommendations section. Click 

the Add button. Click the Cancel Items flow. 
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On the Cancel Items screen, check the item(s) to cancel and click Next. 

 

 

Select the Quantity to Cancel (if the product is ordered in multiple quantity) and Reason. 

Click Next. 

 

 

Review your selections and click Submit to complete the Cancel Items flow. 
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Once the Cancel Items flow is completed, click Finish to close the current view. 

 

 

Once the merchant completes the Cancel Items flow, the Quantity is adjusted on the 

Summary tab of the Order Summary.  

 

 

Note: If the quantity of the product ordered within the order is 1, once the merchant 

completes the Cancel Items flow, on the Summary tab of the Order Summary, the Status 

of the Order Product Summaries is changed from Ordered to Canceled, and the Quantity 

is adjusted to 0. The status of the Order Summary is changed from Created to Canceled. 
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The Order Payment Summary record amounts are adjusted to reflect the cancellation flow 

that took place. 

 

 

 

Once the item is canceled, it appears with the Canceled status within the respective order 

in Facebook Commerce Manager.  



 

 Pg. 11 

Boston 

500 Edgewater Drive, STE 509 

Wakefield, MA 01880 

+1 (617) 418-3898 

osf.digital 

 

© 2021  All Rights Reserved. 

 

2. CANCEL ORDER FLOW 

 

To cancel an order, it should contain unshipped items. 

  

On the Order Summary page, navigate to the Actions & Recommendations section. Click 

the Add button, then click the Cancel Order flow.  
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On the Cancel Order screen, select the Cancel Reason and input a description in the 

Description field. Click Next.  

 

Review your selections and click Submit to complete Cancel Order flow. 

 

 

Click Finish. 
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Once the merchant completes the Cancel Items flow, , the Status of the Order Product 

Summaries is changed from Ordered to Canceled, and the Quantity is adjusted on the 

Summary tab of the Order Summary.  
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Order Payment Summaries record amounts are adjusted to reflect the cancellation flow 

that took place. 

 

In Facebook Commerce Manager, the order status is changed to Canceled. 

 

3. RETURN ITEM FLOW 

In order to proceed with the Return Item flow, the Order Summary for the respective order 

must be in the Waiting to Fulfill status. 
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Once the order is ingested into OMS, automatically activated, acknowledged, and an Order 

Summary created with the Created status, click the arrow and select Edit. 

 

In the pop-up screen, select Approved from the Status drop-down. Click Save. 
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The status of the order is changed to Approved and Fulfillment Orders are created. Once 

Fulfillment Orders are created, the status of the order is changed to Waiting to Fulfill and 

product status is changed from Ordered to Allocated. 
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Navigate to Fulfillment Orders and click on the record link. On the Fulfillment Order page, 

click Ship Items. 

Note: The Ship Items button works only for external orders (i.e., orders from social media 

channels).  
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In the Ship Items pop-up, select the Carrier, and input the Tracking Number and Tracking 

URL. Click Next. 

  

Select the quantity for the available items to ship. Click Next. 

Note: It’s not possible to ship the same fulfillment order more than once. 

Click Finish to complete the flow. 
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The status of the products is changed from Allocated to Fulfilled, and the Invoices record 

is created.  

 

Changes are reflected in Order Payment Summaries. 
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On Facebook Commerce Manager, the order appears with the Shipped status. 

 

Note: The shopper has the possibility to initiate an order return from their Facebook 

account (after the order has shipped) by clicking the Return Order link in the Order Help 

section of the Facebook Order Detail page. 

Once the shopper initiates the return, it is stored in the Order Return Items related list in 

OMS. 
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The merchant can complete the Return Items flow from OMS for the orders/items that 

were shipped. 

In order to complete the return of the order in OMS, click Add in Actions & 

Recommendations. Select the Return Item flow. 

In the Return Item screen, check the product to return, and click Next. 

 

Select the Reason for return and click Next. 
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Review selections and click Submit.  

 

Click Finish to complete the flow. 
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Once the Return Order flow is completed by the merchant, the status of the product is 

changed from Fulfilled to Returned, a Credit Memo record is created, and the Order 

Payment Summary record is updated.  

The record is checked as Processed in the Order Return Items related list. 

In Facebook Commerce Manager, the status of the Order is Refunded.  

Note: Shipping cost is excluded for refund for the scope of this integration.  

The merchant has the possibility to send an email to the buyer with the return label for 

the specific order, directly from OMS. 
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Navigate to the Order Return Item record, click Send Return Label Email. 

Input the Return Label and Additional return instructions (optionally), the click Next. 
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Review the email to be sent to the Buyer and click Next. 

The email is sent to the buyer. Click Finish to finalize the flow. 
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The email sent to the buyer can also be viewed from the Feed tab of the Order Summary 

page. 

After the Order Return Items are ingested into OMS from Facebook, an email containing 

the newly created order return items is sent to the OMS users that have the Order 

Management Agent permission set assigned. 

This functionality can be achieved if the email custom metadata type entry contains the 

following values: 

• Action: OrderReturnItemsNotifications 

• Enabled: true 

• Permission Sets: Order Management Agent 

 

If the merchant does not want to send this notification, the Enabled field should be set to 

False.  

 

The email template can be found in: Setup > Email > Classic Email Templates > Order 

Return Item Notifications. 
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