
  
 

BigCommerce 
Openpay Order Status, Dispatch & Refunds 
 
Order Status 
 
Please share the information below with your team who looks after orders, dispatch and 
refunds.  
 
  

• Pending 
Customer started the checkout process but did not complete it. Incomplete orders 
are assigned a "Pending" status and can be found under the More tab in the View 
Orders screen. 
 

• Awaiting Fulfilment  
Customer has completed the checkout process and payment has been confirmed. 
 

• Awaiting Payment 
Customer has completed the checkout process, but payment has yet to be 
confirmed. Authorise only transactions that are not yet captured have this status. 
 

• Completed 
Order has been shipped/picked up, and receipt is confirmed; client has paid for their 
digital product, and their file(s) are available for download. 
 

• Cancelled 
Seller has cancelled an order, due to a stock inconsistency or other reasons. Stock 
levels will automatically update depending on your Inventory Settings. Cancelling an 
order will not refund the order. This status is triggered automatically when an order 
using an authorize-only payment gateway is voided in the control panel before 
capturing payment. 
 

• Partially Refunded 
Seller has partially refunded the order. 
 

• Refunded 
Seller has used the Refund action. A listing of all orders with a "Refunded" status can 
be found under the More tab of the View Orders screen. 
 

 
Dispatch 
 
Dispatch, Shipping and Refund can be done easily from the Admin panel of Big Commerce 
  



  
 

Refunds 

Refunds can be made on Orders with order status Awaiting Fulfilment and Completed. 

Note: Refunding a successful Openpay order is a two-step process, first from Openpay App 
and second from BigCommerce Dashboard. 

From BigCommerce Dashboard navigate to Apps > Openpay and click on ‘Refund’ option 
on the left sidebar. 

Enter Order ID and Refund Amount, then hit ‘Refund’. 

 

Confirm refund amount on the confirmation pop-up. 
 

 

Refund success message will show up like below. 
 
‘The Order has been refunded by Openpay. 



  
 

 

Now click ‘Refund the order in BigCommerce’ button, this will automatically redirect you to 
the BigCommerce refund screen. 

Note: If you are not automatically redirected to BigCommerce refund screen, navigate to 
‘Orders’, find the Order ID that matches with the recently refunded on Openpay app and 
under ‘Action’ click on the ‘Refund’ option.  

 

All successful refund cases will be stored in the ‘Refunded History’. 



  
 

 

Now refund order amount in BigCommerce Order Management. 
Under Refundable items select ‘Apply an order level refund’ and input the refund amount 
based on the data in the ‘Refunded History’ chart on Openpay app. 

Enter the same Amount to be refunded as added on Openpay app and click Continue 

Note: If you see the message ‘Failed to refund. Plan status is not Active’, please contact 
Openpay for more support as the Openpay plan might not be complete. 

  



  
 

Partial and Full Refunds 

• For Partial Refund select Apply an order level Refund 
• For Full Refund select Refund entire order 

 

Select ‘Refund customer through third party provider’ as the refund method and click 
‘Confirm Refund’ button to finish.  

Note: This action will not trigger a refund action to Openpay again.  

 



  
 

This will successfully update the order information. 

 


