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| Order Cancellation

SoftwareSilo Order Cancellation gives store teams and signed-in customers controlled
ways to cancel orders. Magento Admin users can cancel one order from its detail page or
process several selected orders from the order grid. Customers can cancel their own
orders from the account area when the current status is allowed for customer
cancellation.

Admin and customer permissions use separate status lists. This lets you keep broader
operational control in Magento Admin while limiting self-service cancellation to early order
stages.

What the extension changes

e Adds an Order Cancellation button to eligible Admin order pages.

e Adds a Cancel Order mass action to the Admin order grid.

¢ Adds a Cancel Order action to eligible orders in the signed-in customer's account.
e Records a configurable order-history comment.

» Can send a dedicated cancellation email to the order's customer address.

The extension first asks Magento to cancel the order normally. If Magento does not
complete that request, it applies its fallback to the remaining order quantities and
cancellation totals. It does not create credit memos or issue refunds. Review the payment
and invoice state before allowing later order statuses.

Start here

¢ |nstall Order Cancellation

e Configure Admin and customer permissions

Use the Admin cancellation actions

Allow customer self-service cancellation

Understand cancellation, payment and refund behavior

Configure the cancellation email

Troubleshoot cancellation problems
e FAQ

Configuration is under Stores > Configuration > MageB2B > Order Cancellation.
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| Installation

Requirements

e Magento 2.4
e PHP 8.1 or a compatible newer PHP 8 release supported by your Magento installation
e Composer access to the SoftwareSilo package repository

Install with Composer

Run these commands from the Magento root:

Use your normal production deployment process for dependency injection compilation,
static content deployment and cache management.

Verify the installation

Sign in to Magento Admin.

Open Stores > Configuration > MageB2B > Order Cancellation.

Confirm that the General settings and Email Notification sections are available.
Select at least one status under Allowed Order Statuses for Cancellation.

ui s N

Open an order with that status and confirm that Order Cancellation appears.

The Admin button remains hidden until the order's current status is in the Admin allowlist.
This is expected and does not indicate an installation error.

Remove the extension

Before removal, review any deployment-specific data retention and Composer
procedures. The module can then be disabled or removed through your normal Magento
release process.
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| Configuration

Open Stores > Configuration > MageB2B > Order Cancellation. The settings
support Magento configuration scopes, so a website or store view can inherit the default
values or use its own cancellation policy.

Configuration

Allowed Order Statuses for Cancellation
~ Please Select -

Pending
Processing
Suspected Fraud
Complete

Closed

Allowed Order Statuses for Customer Cancellation
~ Please Select -

pending
Processing
Suspected Fraud
Complete
Closed

Canceled

on Hold

Email Notification ®

Enable Email Notification | .o

Send a dedicated email to the customer when an order s cancelled
Email Sender | Sales Representative

Email Template | o jer Cancellation (Default)

General settings

Define the comment which should be set when order is cancelled through this
extension adds a comment to the order history after the cancellation attempt has
completed. Keep it useful to support and fulfillment staff, for example Cancelled
through the customer account.

Display on frontend controls whether that history comment is visible in the customer's
order view.

Customer notified marks the history entry as customer-notified. It does not switch the
dedicated cancellation email on or off. Email delivery has its own setting.

Allowed Order Statuses for Cancellation controls both Admin entry points. The button
is shown on an order page only when the current status is selected. The mass action skips
selected orders whose status is not allowed.

Allowed Order Statuses for Customer Cancellation controls the Cancel Order
action in the customer account. Leave this list empty to disable customer self-service
cancellation.

The two status lists are independent. A status allowed for Admin users is not
automatically allowed for customers.
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Email notification

Enable Email Notification controls the dedicated email sent to the order's customer
address after cancellation.

Email Sender selects the Magento sender identity.

Email Template selects the cancellation template. The supplied template contains the
customer's name and order number.

Choose statuses carefully

Start with early statuses such as the status used before fulfillment or invoicing in your
store. Do not copy a generic status list into production. Payment modules and fulfillment
integrations can attach different meaning to the same Magento status.

The fallback cancellation path does not refund captured money and does not create a
credit memo. Test every allowed status with the payment methods used by the store.

Two separate permissions apply: Order Cancellation controls the cancel action itself,
while Stores > Settings > Configuration > Order Cancellation controls access to
this settings page. Grant both to roles that manage the feature.

System configuration reference

Order Cancellation / General settings (ordercancellation/general/*)

Config path Admin label Type

ordercancellation/general/comment Define the text
comment
which
should be
set when
order is
cancelled
through this
extension.

ordercancellation/general/displayed on frontend Display on select
frontend

ordercancellation/general/customer notified Customer select
notified

ordercancellation/general/allowed order statuses Allowed multiselect
Order
Statuses for
Cancellation

ordercancellation/general/customer allowed order statuses Allowed multiselect
Order
Statuses for
Customer
Cancellation
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Order Cancellation / Email Notification (ordercancellation/email/*)

Config path Admin label Type
ordercancellation/email/enabled Enable Email Notification select
ordercancellation/email/identity Email Sender select
ordercancellation/email/template Email Template select
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| Admin cancellation actions

Admin users need the Order Cancellation ACL permission. The extension provides a
button for one order and a mass action for a selection of orders.

Cancel one order

Open Sales > Orders.

Open the order you want to review.

Check its payment, invoices, shipments and current status.
Select Order Cancellation.

Confirm the browser prompt.

u A W N =

The button is present only when the current order status is selected under Allowed
Order Statuses for Cancellation for the order's store scope.

A\ Thisis only a demo store. You can browse and place orders, but nothing will be processed.

#000000003 Q& aumn-

B Demo expiry: 2026-08-19 17:32 UTC (4d 23h left)

€ Back Login as Customer Cancel Send Email Hold Invoice Ship Reorder Order Cancellation m
ORDER VIEW Order & Account Information
Order # 000000003 (The order confirmation email was sent) Account Information dit Customer
Information
Order Date Aug 14, 2026, 8:03:59 PM Customer Name Elena Fischer
D= Order Status Pending elena.fischer@northstar-industrial.example

Purchased From Main Website Customer Group General
Main Website Store
Default Store View

Credit Memos

Shipments Placed from IP 10.89.1.55 (10.89.1.55)

Comments History

Address Information

Billing Address edit Shipping Address edit
Elena Fischer Elena Fischer

Northstar Industrial Supply Northstar Industrial Supply
42 Harbor Foundry Road 42 Harbor Foundry Road
Portland, Maine, 04101 Portland, Maine, 04101
United States United States

T:+1 207-555-0148 T:+1 207-555-0148

Payment & Shipping Method

Payment Information Shipping & Handling Information

Check / Money order Flat Rate - Fixed €5.00

The order was placed using EUR.

Cancel several orders

1. Open Sales > Orders.

2. Select the relevant orders.

3. Choose Cancel Order from the Actions menu.
4. Confirm the action.

Each order is evaluated separately. Orders in allowed statuses are processed. Orders in
other statuses are skipped, and a failure on one allowed order does not stop the
remaining selection. Magento reports counts for completed, failed and disallowed orders
after the batch.
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A\ Thisis only a demo store. You can browse and place orders, but nothing will be processed.

Orders Q A amn

@ Demo expiry: 2026-08-19 17:32 UTC (4d 23h left)

Create New Order

000000003 Q Y Filters. © DefaultView v f§ Columns v | &, Export v
Active filters:  Keyword: 000000003 Clear all
Purchase Date Grand Total (Base) Grand Total (Purchased) Purchase Point
from from from Al store Views
o to ©
) Bill-to Name Ship-to Name Status

Actions : 1 records found (1 selected) 20 | v perpage 1 of1

Cancel
Purchase Date 1| Bill-to Name Ship-to Name Grand Total (Base) Grand Total (Purchased) Status Action | Allocated sources
Hold
ite
Unhold Ibsite Store Aug 14, 2026 8:03:59 PM Elena Fischer Elena Fischer €64.00 €64.00 Pending View

Store View

Print Invoices

Print Packing Slips

Print Credit Memos

What happens after the action

The extension attempts Magento's standard cancellation service first. If that does not
complete the cancellation, the fallback cancels the remaining item quantities, updates
cancellation totals and sets the order state according to the remaining invoiced or
refundable quantities.

The configured history comment is then saved. The extension also attempts its
cancellation email according to the store-scoped email configuration.

Read Cancellation, payments and refunds before allowing invoiced or paid statuses.
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| Customer self-service cancellation

The customer cancellation action is available in the signed-in customer's order view. It is
separate from the Admin status allowlist.

Enable the action

1. Open Stores > Configuration > MageB2B > Order Cancellation.

2. In General settings, select one or more values under Allowed Order Statuses for
Customer Cancellation.

3. Save the configuration and clear the relevant Magento caches.
4. Sign in as a customer who owns an order with one of those statuses.
5. Open My Account > My Orders, then open the order.

The Cancel Order action appears only while the order has an allowed status. The
customer must confirm the action.

Welcome, Elena Fischer! v

Q LUMA search entire store here... | &
What'sNew ~ Women v Men v Gear v Training v Sale
wy accoune Order # 000000003  [#eons
My Orders
August 14, 2026
My Downloadable Products
My Wish List Reorder  Cancel Order S Print Order
Address Book Items Ordered
Account Information
Stored Payment Methods Product Name SKU Price Qty Subtotal
My Product Reviews Fusion Backpack 24-MB02 €59.00 Ordered: 1 €59.00
Newsletter Subscriptions
Subtotal €59.00
Compare Products Shipping & Handling €5.00
You have no Items to compare. Grand Total €64.00

Recently Ordered

0 Fusion Backpack
Order Information

Addto care VSN
Shipping Address. Shipping Method Billing Address Payment Method
My Wish List Elena Fischer Flat Rate - Fixed Elena Fischer Check / Money order
’ N Northstar Industrial Supply Northstar Industrial Supply
42 Harbor Foundry Road 42 Harbor Foundry Road
You have no items in your wish list.
Portland, Maine, 04101 Portland, Maine, 04101
United States United States
T:+1207-555-0148 T:+1207-555-0148

Access checks

The request is submitted as a POST action with Magento form-key protection. The
controller also checks that the customer is signed in and owns the requested order. A
customer cannot use the action to cancel another customer's order.

Guest orders do not have an authenticated customer account owner, so this self-service
action does not apply to them.

SoftwareSilo LLC Complete PDF Manual Page 10 of 20



Order Cancellation Knowledge Base Manual

Recommended policy

Limit customer cancellation to statuses used before fulfillment, capture or invoicing. Test
the action with each payment method and downstream order integration in use. A status
name alone does not tell you whether an external payment or warehouse process has
already started.
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| Cancellation, payments and refunds

Order Cancellation first calls Magento's standard order cancellation service. If Magento
returns without cancelling the order or raises an error, the extension uses its fallback
path.

Fallback behavior

The fallback asks the order payment object to cancel, then cancels the remaining
quantities on the order items. It updates the cancelled subtotal, tax, shipping, discount
and grand-total amounts from the values that have not already been invoiced or paid.

The resulting order state depends on the items that still have refundable quantities. An
order with invoiced activity may remain Processing or become Complete instead of
ending in Canceled. Always verify the final state and totals on the order page.

What it does not do

The extension does not create a credit memo. It does not issue an online or offline refund
for captured funds. It also cannot guarantee that a payment provider accepted a void
request. A payment cancellation error is logged while the order fallback continues.

For a paid or invoiced order, follow the payment provider's void or refund procedure and
Magento's credit-memo workflow where required. Do not treat the cancellation email or
history comment as proof of a financial refund.

Operational checks

Before adding a later status to either allowlist, test:

authorization-only and captured payments

partially and fully invoiced orders

shipped and partially shipped orders

warehouse, ERP or fulfillment integrations that consume status changes

Use a narrow status policy if any connected system cannot safely handle a cancellation
after it has accepted the order.
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| Cancellation email

The extension includes a dedicated email for orders cancelled through its actions. The
supplied template tells the customer that the order was cancelled and includes the order
number.

Configure delivery

Open Stores > Configuration > MageB2B > Order Cancellation.
Expand Email Notification.

Set Enable Email Notification to Yes.

Select the Email Sender identity.

Select the Email Template.

Save the configuration for the intended scope.

o Uk wnN =

The message is sent to the customer email stored on the order. If the address is empty or
Magento cannot deliver the message, the order change is not rolled back.

W Mailpit ® Markunread | W Delete | | @ Download - |

& Return toinbox From Sales <sales@example.com>
To Elena Fischer <elena.fischer@northstar-industrial.example>
Subject Your order #000000003 has been cancelled

Date Fri, 14 Aug 2026, 8:06 pm (11.7 kB)

Tags Add tags.

HTML  HTMLSource  Text  Headers Raw  HTMLCheck @)  Link Check 00

O Luma

Hello Elena Fischer,

Your order #000000003 has been cancelled.

If you have any questions, please feel free to contact us,

© About ‘E‘

History comment and email are separate

The General setting Customer notified belongs to the order-history comment. It does
not enable the dedicated email. Likewise, Display on frontend only controls whether
the comment appears in the customer account.

Test before release

Cancel an eligible order in a non-production environment. Confirm the sender, subject,
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customer name, order number and store branding. Also check what the Admin user sees
when delivery fails so support staff know that the order may be cancelled even when the
email was not sent.
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| Configuration Fields

This reference lists the settings exposed by mageb2b/order-cancellation in Magento
Admin.

Configuration paths are included for controlled deployments and config:set. Use
Magento Admin for normal changes so field validation and scope inheritance still apply.
The extension status display is not listed because it reports installation state rather than a
configurable value.

General settings

Field Configuration path Input Scope
Define the ordercancellation/general/comment Text Default,
comment Website,
which Store
should be view
set when
order is
cancelled
through this
extension.

Display on ordercancellation/general/displayed on frontend Select Default,
frontend Website,
Store
view
Customer ordercancellation/general/customer notified Select Default,
notified Website,
Store
view
Allowed ordercancellation/general/allowed order statuses Multi-select  Default,
Order Website,
Statuses for Store
Cancellation view
Allowed ordercancellation/general/customer allowed order statuses Multi-select Default,
Order Website,
Statuses for Store
Customer view
Cancellation

Email Notification

Field Configuration path Input Scope
Enable Email ordercancellation/email/enabled Select Default,
Notification Website,

Store view

Email Sender ordercancellation/email/identity Select Default,
Website,
Store view
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Field Configuration path Input Scope
Email ordercancellation/email/template Select Default,
Template Website,

Store view
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| Common Issues

The Admin button is missing

Check the order's current status against Allowed Order Statuses for Cancellation in
the order's store scope. Also confirm that the Admin role has the Order Cancellation
permission.

An empty Admin status list hides the button. The standard Magento cancel button, if
present, is a separate action.

The customer cannot see Cancel Order

Confirm that:

e the customer is signed in
e the order belongs to that customer account

e the current status is selected under Allowed Order Statuses for Customer
Cancellation

e the order is not already in the Canceled state

The customer and Admin allowlists are independent. Adding a status to the Admin list
does not enable customer self-service.

A mass action skipped some orders

The extension checks every selected order against the Admin status allowlist. Mixed
selections can therefore produce both completed and skipped counts. Open a skipped
order and compare its exact status with the configuration at that order's store scope.

The final order state is not Canceled

The fallback examines remaining refundable quantities. An order that already has
invoiced activity can finish in Processing or Complete. Review its invoices, payments,
shipments, item quantities and cancellation totals.

The customer expects a refund

Cancellation does not create a credit memo or refund captured funds. Review the
Magento payment record and the payment provider. Create the required credit memo or
refund through the appropriate financial workflow.

The cancellation email was not sent

Check Enable Email Notification, the sender identity, selected template, the email
address stored on the order and Magento's mail transport. Review
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var/log/system. log and var/log/exception. log for the message Order
cancellation email failed to send.

An email failure does not roll the order change back.

The history comment is not visible to the customer

Enable Display on frontend and make sure the configured comment is not empty in the
order's store scope. Customer notified marks the history entry but does not control its
visibility.

The cancellation failed

Review the exception shown in Magento Admin and the Magento logs. Then inspect the
order and payment provider before retrying. A previous attempt may already have
changed payment state or item cancellation quantities even when a later save or
integration step failed.
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| FAQ

Can customers cancel orders from their account?

Yes. Select the permitted statuses under Allowed Order Statuses for Customer
Cancellation. The action is available only to the signed-in owner of an eligible order.

Can guest customers use the same action?

No. The storefront controller requires a signed-in customer and verifies ownership through
the customer account ID.

Do Admin users and customers share one status list?

No. Admin cancellation and customer self-service have separate allowlists.

What happens when no statuses are selected?

An empty Admin list hides the order-page button and causes the mass action to skip
orders. An empty customer list disables the customer account action.

Does the extension refund a captured payment?

No. It does not create a credit memo or issue a refund. Handle captured funds through
the applicable Magento and payment-provider workflow.

Does every cancelled order end in the Canceled state?

Not necessarily. The fallback can leave an invoiced order in Processing or Complete,
depending on the remaining refundable quantities.

Does Customer notified enable the email?

No. It marks the order-history comment as customer-notified. The dedicated email is
controlled by Enable Email Notification.

What happens if email delivery fails?

The order change remains in place. Magento reports the email problem separately and
records the delivery error in its logs.

Can | use the mass action with mixed order statuses?

Yes. Eligible orders are processed and other statuses are skipped. Magento reports the
result counts after the batch.
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Is there a REST or GraphQL endpoint for these actions?

No. The extension provides Magento Admin and signed-in customer account actions.
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