
Exemplar: Create a Flowchart for Order Management 

This document presents an exemplar solution to the lab, ‘Create a Flowchart for Order 

Management’. Please remember that this is just one point of view and not a definitive 

solution.   

Solution  

Task 1: Understand and detail the order management process 

Stage 

 
 

Description Department 
involved 
 

 

Key actions 
 

 

Decision points 
 

 

Order 
placement 
 

 

The customer places an order, 
capturing details like customer 
information, items ordered, special 
requests, and methods (online, 
phone, in-person). 

 
 

Customer 
service 

 
 

Receive and 
record order 
details 

 
 

Is the order 
complete? 

 
 

Order 
confirmation 
 

 

The step after placing the order, 
where the customer is notified that 
their order has been successfully 
received. 

 
 

Customer 
service 

 
 

Send 
confirmation 
with order 
details and 
estimated 
delivery 

 
 

Is the 
payment 
successful? 

 
 

Payment 
processing 
 

 

Handles financial transactions, 
including various payment methods 
(credit card, digital wallets, cash on 
delivery) and secure processing. 

 
 

Finance/Accounting 

 
 

Process 
payment and 
verify 
transactions 

 
 

Was the 
payment 
successful? 

 
 

Order 
preparation 
 

 

After payment confirmation, the 
kitchen/production team prepares 
the order per specifications. 

 
 

Kitchen/Production 

 
 

Gather 
ingredients 
and make 
the items 

 
 

Are there 
any special 
requests? 

 
 

Delivery 
dispatch 
 

 

The order is dispatched, involving 
organizing logistics to get the order to 
the customer. 

 
 

Delivery Assign 
delivery 
personnel 
and optimize 
routes 

 
 

Is the 
delivery 
address 
correct? 

 
 

Delivery 
execution 
 

 

Ensures the order is delivered to the 
customer in a timely manner. 

 
 

Delivery Execute 
delivery and 
track status 
until 
completion 

Was the 
delivery 
successful? 

 
 



 
 

Customer 
feedback 
 

 

Postdelivery, gathering feedback to 
evaluate the customer’s experience 
and identify improvement areas. 

 
 

Customer service 

 
 

Solicit 
reviews, 
ratings, and 
address 
concerns 

 
 

How can we im-
prove future or-
ders? 
 

 

Task 2: Identify the key components 

Stage  Description  

Order placement  The initial stage is where the customer places an order, and it captures essential details such 

as customer information, items ordered, special requests, and the method of ordering (online, 

phone, or in-person).  

Order confirmation  After the order is placed, the next step is to confirm it by notifying the customer that their 

order has been successfully received. This includes estimated delivery time, reiterating order 

details, and offering modification options.  

Payment processing  This component handles the financial transaction involved in the order, including various 

payment methods (credit card, digital wallets, and cash on delivery), and ensures secure 
processing.  

Order preparation  Once payment is confirmed, the order moves to preparation, involving the kitchen or 

production team creating the ordered items. Key factors include preparation time, resource 

allocation, and quality control measures.  

Delivery dispatch  After preparation, the order enters the delivery phase, which involves logistics organization to 
get the order to the customer, including assigning delivery personnel, optimizing routes, and 

tracking the delivery status.  

Customer feedback  After delivery, gathering customer feedback is essential for evaluating the overall experience, 
including soliciting reviews or ratings, addressing concerns, and using feedback for process 

improvement.  

 

 

 

 

 

 

 

 



Task 3: Create the flowchart 

1. Outline of the process 

[Start] 
   ↓ 
[Customer Places Order] 
   ↓ 
[Order Confirmation Sent] 
   ↓ 
[Payment Processing] 
   ↓ 
[Payment Successful?] -- No --> [Notify Customer of Failure] --> [End] 
   ↓ Yes 
[Order Preparation] 
   ↓ 
[Order Ready for Delivery] 
   ↓ 
[Dispatch Delivery Agent] 
   ↓ 
[Delivery Completed?] -- No --> [Update Customer on Delay] --> [End] 
   ↓ Yes 
[Request Customer Feedback] 
   ↓ 
[End] 
 

2. Final flowchart 

 

Explanation of each step: These aid thinking, and it isn’t the outcome of any step. 

Step Description Key considerations 

Start The process begins when a 
customer decides to place 
an order, initiating the order 
management flow. 

 

Customer places order The customer selects items 
(food, groceries, etc.) 
through the company’s 
platform (website or mobile 
app). 

• User interface design 
should ensure ease of 
navigation and selection 

• Multiple payment 
methods should be 
available to 



accommodate various 
customer preferences 

Order confirmation sent An automated confirmation 
is sent to the customer via 
email or text message after 
the order is placed. 

• Include order summary, 
estimated delivery time, 
and customer service 
contact information in 
the confirmation 
message 

Payment processing The payment process 
begins, involving verification 
of the payment method 
(credit card, digital wallet, 
etc.) and processing the 
transaction. 

• Security measures must 
protect customer 
information 

• The system should 
handle multiple 
transactions 
simultaneously to 
minimize delays 

Payment successful? Decision point to check if 
the payment was successful. 

• If Yes: Continue to order 
preparation 

• If No: Notify the 
customer of failure; 
include guidance on 
how to retry payment or 
contact support for 
assistance 

Order preparation Upon payment 
confirmation, the order is 
passed to the kitchen or 
packing area for preparation 
according to the customer's 
specifications. 

• Efficient organization to 
handle multiple orders 

• Conduct quality control 
checks to ensure items 
meet company 
standards before 
dispatch 

Order ready for delivery The order is marked as 
ready, triggering a 
notification to the delivery 
team for pickup. 

• Clear communication 
between preparation 
and delivery teams is 
crucial for timely 
dispatch 

Dispatch delivery agent A delivery agent is assigned 
and dispatched with the 
order, involving logistics 
management for efficient 
customer reach. 

• Use GPS and routing 
software to optimize 
delivery routes and 
reduce delivery times 

Delivery completed? 
 

 

Decision point to check if 
delivery was successfully 
completed. 

 
 

• If Yes: Move on to 
collect customer 
feedback 

• If No: Update the 
customer regarding 
delays or issues; send a 



message explaining the 
situation with an 
updated estimated 
arrival time 

Request customer feedback After successful delivery, 
customers are asked to 
provide feedback on their 
experience via a survey link 
sent through email or text. 

• Gathering feedback 
helps identify areas for 
improvement in service 
quality and customer 
satisfaction 

End The flow concludes, marking 
the completion of the order 
management process. 

 

 

Note: By employing strategies for continuous improvement, implementing training sessions 
for staff, and integrating advanced technologies such as AI-driven analytics to predict 
demand patterns and optimize inventory management alongside the established flowchart, 
QuickService Delivery can enhance its operational framework and continue to deliver 
exceptional services to its customers. 

 


