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9 Managing Orders and 

Customers  

This chapter describes how to manage customers and how to add Orders 
from the backend. This chapter contains the following sections: 

• Managing Customers, page 177 

• Managing Orders, page 180 

Managing Customers 

Viewing and Editing Customers 

X To view existing customers: 

1 From the Customers menu, select the Manage Customers option to see a 

list of all the customers that opened accounts in your web store or were 
added using the Add New Customer button, as shown below:  

 

2 Click the Edit link on the right side of a customer’s row or click the Add 

New Customer button to display the following page:  
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The tabs in the left panel provide a variety of types of information about the 
customer and for handling the relationship with a customer, such as: when 
the customer last logged in and out, addresses, ordering statistics, recent 
Orders, current shopping cart contents, their last reviews, the newsletter to 
which they subscribed and so on. 

The Group to which the customer belongs determines which discounts are 
given to this customer, as defined in the Catalog Price Rules and Shopping 
Cart Price Rules which are described in the Catalog and Shopping Cart Price 
Rules section on page 158, and the tax rule that is applied to that customer. 

Adding a Customer 
Customers typically register themselves in your web store using the My 
Account link in the header of each page. In addition, you can use the 
following option to add a customer using the backend. 

X To add a new customer: 

1 From the Customers menu, select the Manage Customers option. 

2 Click the Add New Customer button to display the following page:  

 

This page enables you to define basic identifying information about the 
customer and his/her various addresses. Many aspects of the information 
retained about a customer in Magento can be accessed by editing the 
customer’s information, as described in the Viewing and Editing 
Customers section on page 177.  

3  Fill out the customer’s information and then click the Save Customer 

button.  
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Checking Online Customers 
You can check which customers are currently online and view their activity. 

X To view online customers: 

From the Customers menu, select the Online Customers option to display the 
following page:  

 

Customer Reports 
A variety of customer reports can be generated by selecting the Reports menu 
and then the Customers option. 

The following describes the available Customer reports: 

• New Accounts: Shows the customers that have opened accounts in your 
web store during the period that you specify. 

• Customer by orders total: Lists customers with the ones that spend the 
most money in your web store listed first. 

• Customer by number of orders: Lists customers with the ones that make 
the most orders listed first. 
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Managing Orders 
The Managing Orders section in Chapter 3, Introducing the Backend on page 
45 introduces the procedures for handling the day-to-day order management 
tasks in your web store. This section assumes that you have read that 
chapter. 

You may refer to the Viewing the Orders in Your Web Store section on page 
45 for a description of how to view and edit the Orders in your web store. 

Orders Terminology 
This section describes some of the terms used for handling Orders in 
Magento. In addition to creating Orders, there are many features in the 
Magento backend that are part of the process of managing and fulfilling 
Orders, such as creating Invoices, shipments and credit memos and editing 
and cancelling Orders.  

Sales Order 

When an Order is created in a Magento web store, either in the frontend or 
in the backend, a Sales Order is created to record this transaction. This Sales 
Order can be seen in the Orders list by selecting the Orders option from the 
Sales menu in the backend.  

This is only a temporary record. Payment has not yet been processed and the 
Order can still be canceled.  

Invoice 

An Invoice is a record of the receipt of payment for an Order.  

Note: In some cases, payment is automatically received during the creation of 
an Invoice. 

Creating an Invoice for a product’s Order converts the temporary Sales Order 
into a permanent record of an Order, which can no longer be cancelled. 

Multiple Invoices can be created for a single Order, each containing as much 
or as few of the purchased products that you specify.  
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Shipment 

A Shipment is a record of the products in an Order which have been shipped. 
Like an Invoice, multiple Shipments can be created per Order, until all of the 
products in the Order are shipped.  

Credit Memo 

A Credit Memo is a record of a refund. A product cannot be refunded until it 
has been paid (which means that it has been Invoiced). This means that you 
are not able to create a Credit Memo until after an Invoice has been created.  

The Credit Memo serves as a record of a refund, but it is not a record of a 
return (which is the actual returning of funds to the customer).  

Creating New Orders 
This section describes how to create an Order using the backend, such as 
when an Order is received on the phone. 

X To create a new Order from the backend: 

1 From the Sales menu, select the Orders option.  

2 Click the Create New Order button on the top right of the page to 

display the following page:  
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3 Select a customer or click the Create New Customer button to display the 

following page: 

 

Note: If your store has multiple store views, you are first asked in which 
of the store views the order should be created. 

Note: If you selected to create a new customer, you need to fill all the 
address information. 
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4 Click the Add Products button to display the following page: 

 

5 Select the products to be purchased and click the Add Selected Product(s) 

to Order button. 

 Tip: If you selected one of the existing customers, then the left 
column shows a list of the products that this customer has in 
his/her cart, wish list, recently ordered, viewed or compared. To 
add one those products to the order, select the required product 
and click Update Changes button. 

6 Fill out the other mandatory fields of the Order, those marked by an 

asterisk (*), such as: shipping method and payment method. 

7  You can define many options for the order like choosing custom prices 

for products and applying discount codes. 

8  After you have completed all the required Order information, click the 

Submit Order button to display the order information page. 

9 To confirm payment, click the Invoice button to generate an Invoice for 

your review.  

10 Review the Invoice, and if all is well, click the Submit Invoice button at 

the bottom of the page. 

11 When you are ready to ship the products, click the Ship button to 

generate a Shipment document. 
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12 If required, you can add a tracking number received from the shipping 

service by clicking the Add Tracking Number button. Adding a tracking 
number enables customers to review their Order using the My Account 
option that appears on the right side of the header of the frontend. 

13 Review the Shipment. You can modify the quantity to be shipped if only 

part of the Order is ready.  

The Order changes to Completed status after all its products have been 
shipped.  

14 Click the Email Copy of Shipment option, shown below, to automatically 

send an email to the customer notifying them that their products were 
shipped. 

15 Click the Submit Shipment button at the bottom of the page.  

16 Click the Back button to return to the Orders page where you can create 

additional Orders if required. You may refer to Chapter 9, Managing 
Orders and Customers on page 177 for more details. 

Refunding 
You can create a record of a product refund from an existing Order by 
generating a Credit Memo.  

X To view the list of refunds made in your web store: 

From the Sales menu, select the Credit Memos option to display the 
following page:  
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X To refund a product from an existing Order: 

Note: You can create Credit Memos only for Orders for which Invoices were 
created. Without an Invoice, an Order is assumed not to be paid so that there 
is nothing to refund in a Credit Memo. 

1 From the Sales menu, select the Orders option to display a list of the 

existing Orders. 

2 Click the View link on the right side of the row of each Order to display 

the Order view page.  

3 Click the Credit Memo button to generate a credit memo.  

4 Scroll down to the Items to Refund area, as shown below, and in the Qty 

to Refund field of the relevant product, specify the quantity of products 
to refund. 

5 To specify that this product was actually returned to the web store, check 

the Return to Stock option, shown below:  

 

6 Click the Email Copy of Credit Memo option, shown below, to 

automatically send an email to the customer that the order has been 
refunded. You can also adjust the refund totals to match your business 
rules. 
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7 Click the Refund button at the bottom of the page. The total of the 

Order from which this product was refunded is updated automatically.  

8 Click the Back button to return to the Orders page where you can create 

additional Orders, if required. 

Important Note: Currently, refunding an Order in Magento does not 
cause an actual payment refund. You must refund the payment on your 
own. Credit Memo is only a record used to track the refunds and to 
provide proper values in the reports. 
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