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FREQUENTLY ASKED QUESTIONS

GENERAL

What is Cakes.com?
The definitive and universal resource for inspiration, personalized design options, and easy 
ordering to simplify and clarify the bakery experience for the consumer.

What is Online Cake Ordering from DecoPac? 
The definitive and universal tool to digitally connect with the bakery consumers and activate 
them where they shop, to drive bakery revenue and business efficiencies as your technology 
bakery partner. Our Online Cake Ordering from DecoPac is facilitated through Cakes.com.  
It is an easy way for your bakery to have an online presence without the hassle of building or 
maintaining your own site. You can setup your bakery to accept online orders from consumers 
through Cakes.com and let Cakes.com drive more traffic to your bakery. 

Can anyone sign up for Online Cake Orders? 
Any commercial Retail or In-Store Bakery with an active DecoPac.com account is eligible.

Are Ice Cream cakes an option for selections? 
Yes. The website is designed to allow you to setup your own custom cake parameters. 

Do I need to set up a DecoPac.com account? 
Yes. If you are already a DecoPac customer, you can simply activate your online DecoPac.com 
account. Go to DecoPac.com and click ‘Sign Up’ on the home page and select the option ‘Yes’ 
for having purchased from DecoPac before. You will need to know your DecoPac Customer 
Number and Billing Zip Code.  

How do I to set up a Cakes.com account? 
You will need to create a Cakes.com account after your DecoPac.com account has been set 
up. Within 1 hour from establishing your DecoPac.com account you can proceed with creating 
your Cakes.com account via https://order.cakes.com/account-admin/setup. You will need your 
DecoPac Customer number and email address used to create your DecoPac.com account. 

How long will it take to set up my Bakery in the Cake Ordering Wizard? 
Approximately 1 hour.
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Does my bakery need to have a computer with internet access to participate? 
Yes. 

Is Cakes.com visible using a smart phone or tablet? 
Yes. Cakes.com is mobile enabled. 

How are Customers with Authorized Lists handled? 
If a Customer has an Authorized List, once a consumer selects a bakery, only the cakes on the 
bakery’s authorized list will be displayed. 

How does a Bakery change their Authorized List? 
If a bakery wants to change their Authorized List, please contact DecoPac Customer Support 
1-800-332-6722.

Can I include any images other than what DecoPac offers? 
Yes. If they are from another vendor, we will notify that vendor to load the requested images 
to your account. If they are your own custom designs, there is no need for permission; you may 
load them yourself, provided they are within the guidelines/appropriate given in the Terms  
and Conditions.

Can Bakeries add other products, such as buns, to their Bakery page? 
No, not at this time. 

Can the Bakery customize their Bakery page? 
Yes. The setup process will walk you through all the parameters that are specific to each 
account, including showcasing the bakery logo, custom welcome message, and even a  
hero banner. 

What if a Bakery’s cake flavor or size isn’t shown? 
The website is designed to allow you to setup your own custom cake parameters.

What if the Bakery is closed for a holiday? 
No problem. Most national holidays can be noted as ‘open’ hours adjusted accordingly to 
fit the Bakery’s store hours. Options to create custom holidays and hours are also available. 
These can be managed under the Store Information section. 

What determines the order in which the bakeries show up on Cakes.com? 
Google uses a technology called geo-coding and Cakes.com utilizes this technology.  
It looks at the ‘center’ of the ZIP code and goes out from there. 
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How will consumers know that the Bakery accepts online orders? 
The bakery will be ‘highlighted’ as accepting online orders. 

How will consumers know that the Bakery has a PhotoCake System? 
The bakery will be ‘highlighted’ as having a PhotoCake System. If the bakery does not have a 
PhotoCake System, PhotoCake images will not be available to order via Cakes.com. 

When does the consumer pay for the cake? 
Payment will be taken at the time of pick-up. This gives the consumer the opportunity to only 
pay once and are able to pickup other party items such as candles or balloons. This also helps 
build impulse sales for the Bakery.

Is there a delivery option for consumers? 
No, all cakes will need to be picked up at the physical Bakery location. 

SOFTWARE SETUP AND CONCERNS 
Does this software work with all versions of iPad/Android?
The Cake Ordering Software has been designed so that it can be used with any mobile device 
(e.g., iOS and Android operating systems).

Is the software in any other language, other than English? 
No, not at this time.

Is there some type of document I can use to put all my bakery’s cake and pricing 
information into one location? 
Yes, we have a parameters spreadsheet that we can send you. The spreadsheet is  
currently not able to upload the information to the site, so you still must enter each  
parameter individually. Visit DecoPac.com to download the cakes parameters spreadsheet.

Can I have the orders sent to a printer instead of receiving an email notification? 
No, not at this time.

If I have multiple locations and one central kitchen (commissary) which produces for 
those locations, can the locations be linked to the central location, so they would be able 
to identify where the order is coming from? 
No, not at this time. You would need to create an account for each location.



35

Is there printer capability/notification to an offsite bakery/commissary  
when an order is placed? 
No, not at this time. However, there is email notification capability that will allow you to 
choose who receives these notifications.

Can I just use this software as a virtual TMOC® book and not be shown on Cakes.com or 
do I need to have the ordering part activated? 
Yes, the system allows users to turn off the ordering functionality allowing you to simply use 
it as a virtual TMOC® book. To remove your location from appearing on Cakes.com please 
contact us at 1-800-332-6722 Option 6. 

Do I have to fill out the parameters if I only want to have an electronic TMOC® book  
and not Online Cake Ordering? 
While you do not have to fill out every parameter you must fill out your store information  
(e.g. hours of operation, logo, contact information, etc.) and basic pricing information. 

What is the best browser I should be using to change my information on my  
Cakes.com account? 
We recommend Google Chrome or Safari for Apple users, however, you can also use Mozilla 
Firefox or Microsoft Internet Explorer.

Why am I not able to upload my business logo? 
The file format must be either: jpg, gif or png; dimensions of at least 200 × 200 pixels. 

Why will Cakes.com not accept my password? 
Your password must be at least 8 characters long and contain at least 1 number, 1 capital 
letter, and 1 special character.

Is it mandatory to fill out the parameter worksheet? 
While it is not necessary to fill out, it is a great place to store all your information in one 
central location. That way if you do have a price/product change it is easy to figure out what 
information needs to be changed.

FEES/TRACKING ORDERS AND INVENTORY

How much does this cost? 
Please contact your local sales representative for pricing information. If you are unsure who 
your sales representative is, please contact Customer Support. 
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How much does the Kiosk fixture cost? 
DecoPac does not sell kiosk hardware. Costs will vary based on the fixture and features you 
are looking to have in your store. Contact your sales representative for more information. 

Where can I buy a tablet or other mobile device? 
DecoPac does not sell tablets, mobile devices or kiosk hardware. You can purchase your 
device at the electronics vendor of your choosing.

Is there an annual subscription fee? 
Please contact your local sales representative for pricing information. If you are unsure who 
your sales representative is, please contact Customer Support.

Can PayPal be setup for customers to use as a payment option? 
No, not at this time.

Is there a transaction fee for every Cakes.com order? 
Please contact your local sales representative for pricing information. If you are unsure who 
your sales representative is, please contact Customer Support. 

Will I be able to track what cakes are sold? 
Yes. Under the tab ‘Reports’ you can run a report by: Daily, Monthly, or Yearly. These reports 
can be exported to a .csv file (usable in Excel, or other spreadsheet editors) by clicking on the 
‘Export’ icon.

Will I have the ability to input the inventory of DecoSets® to the cake design so as to be 
alerted when inventory is out or about to be out of stock and enable the operator to order 
more product? 
No, not at this time.

How is the bakery notified if an order comes in? 
A communication is sent to both the bakery and consumer notifying them that an order has 
been placed. Consumers have the option to receive alerts via text. The bakery will then log in to 
their Cakes.com account to acknowledge the receipt of the order and retrieve the information to 
fill the order.

Does a Bakery have to accept all orders sent to it? 
No, the bakery has the option of cancelling the order. However, we feel it is best to accept  
the order conditionally and contact the consumer to see if you can meet their needs with 
another cake.
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How long does the order stay in the queue? 
The day after the requested pickup date the order moves from Active to History or once the 
bakery has marked the order as completed, whichever occurs first. 

How can a Bakery be sure it is a ‘real’ order and not someone fooling around? 
If you feel that the online order you receive is not genuine, we suggest that you directly 
contact the consumer from the information they entered. If you still have doubts, you can  
ask for a deposit at the time of the call. 

Is there a way to track how much traffic a kiosk gets? If so, is there a way to discern if it is 
someone just browsing and someone who places an order?
No, not at this time.

CAKE DESIGN
Can a bakery make changes to their selections and prices once they are set up?
Yes, log into your Cakes.com account and edit the item you want to update. Be sure to save 
your changes. Changes will occur immediately after saving your changes. 

How often are DecoPac cake images updated? 
We are always launching new products and cake designs! Once the new products are in-stock 
and available for you to order, you will see an alert, at the top of the page, when you sign into 
your Cakes.com account. Product availability is subject to change without notice. 

What if I don’t stock all the DecoSets® shown on the site? 
You don’t have to. The system allows you to select which cakes you want to offer. 

What happens if DecoPac discontinues a cake design, but I still have inventory left over?  
How can I still showcase that design until I run out of my inventory? 
When a design is discontinued it will be removed from the site and an alert message will be 
displayed. The items can continue to be shown by moving it to custom products. This will 
allow you to sell your inventory until it is depleted.

What if the bakery needs to stop taking online orders for a short time? 
If you need to temporarily stop taking online orders, but still have your bakery appear 
on Cakes.com, you need to go into Admin Account / Store Information - Online and set 
your account to Stop Accepting On-Line Orders. Once you press Save, your account will 
immediately be updated. When you are ready to resume online ordering, select ‘Start 
Accepting On-Line Orders’ and Save. 
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What if my bakery sets up the Cakes.com Account but isn’t ready to take  
orders right away? 
No problem. You can set up a future time to begin taking orders. 

Can descriptions and pictures of cake categories that are on my home page  
be non-DecoPac cakes? 
Yes, you can choose your own custom cakes, DecoPac designs, or even another vendor’s cakes 
to showcase on the front screen.

Can I customize the category headings tab to showcase my own custom categories  
(e.g. Upscale Designs)?  
No, not at this time. However, we do offer a wide variety of options to choose from. 

Can I include any images other than what DecoPac offers? 
You can include other design options not offered by DecoPac. This can be done by going to 
Bakery Cakes / Custom Cakes.   

If they are your own custom designs, there is no need for permission; you may load them 
yourself provided they are within the guidelines/appropriate given in the agreement form.  

If the design and images are not your property, we will notify that vendor to load the requested 
images into your account.

How can I upload my own custom design images? 
Instructions are included in the User Guide.

On the custom designs, can the item codes contain both numbers and letters? 
Item Codes can be alphanumeric. However, they cannot be the same as any existing  
DecoPac item code.

How long does it take for my custom images to upload to the site? 
Custom images can take up to an hour to appear on the site.

Can I add my own flavors/frostings? 
Yes, you can add your custom cake flavor, filling, and frosting flavors. You can also add in your 
own custom cake sizes and cake designs.
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If I do not put fillings in my cakes, is there a way to eliminate this option as part  
of the ordering process? 
Yes, simply turn all fillings in the filling admin page to off.

Can I change any of my parameters (e.g., flavors, fillings, sizes) on my tablet? 
Yes. Accepting Consumer orders and managing your account can be done on an up-to-date 
laptop, computer, or tablet with internet connection (hardwired or Wi-Fi). 

How does my customer add a picture to an Edible Image® by PhotoCake® Frame order? 
When a customer selects an Edible Image® by PhotoCake® Frame, they are asked to upload 
their image from the computer or mobile device during the order process. If a customer orders 
from an in-store kiosk, they will be sent a link via email or text with instructions on how to 
upload their photo. Both ways will allow the customer to size and place their image how they 
want to have it displayed within the set frame. Customers do not need to email the photo to 
the bakery. 

What if a customer wants just a photo on a cake without a frame? 
We have created a cake just for this purpose, item #22400 Personal Photo/Artwork Only. 
To select this as an option, you will need to mark this item as ‘Include’ under the list of Cake 
Designs. If this option does not meet your requirements, you can also create a new custom 
cake for this. While setting up your custom cake, be sure to choose the Cake Type of ‘PCFR’ 
so the system will the customers in instructions on how they can upload their photo. 

HARDWARE SETUP AND REQUIREMENTS
Where can I buy a kiosk fixture? 
DecoPac does not sell kiosk hardware. Costs will vary based on the fixture and features you 
are looking to have in your store. Contact your sales representative for more information.

Do you have any POS on this? If so, how can I order it? 
Yes, we offer a few different options for POS material, but these supplies are limited.  
Please contact your sales representative for more details. 

Will the POS have the fixtures I need to adhere it to the stand fixture? 
Due to various styles of kiosk fixtures in the market, the adherent may need to be adapted 
according to your fixture. 



CAKES.COM

40

What type of computer/device do I need to have? 
All account settings and order management can be managed from a computer or mobile 
device as long as you are able to connect to the internet.  

Do I have to use an iPad, or can I use an Android or other mobile device? 
The Cake Ordering Software program has been designed so that it can be used with any 
mobile device (e.g., iOS and Android operating systems) but a tablet is preferable for use in 
the bakery.

How much memory does my device need? 
Since this is a web-based program, memory on the device is not a factor. 

Do I need internet and/or a power source for the tablet/iPad?
Yes, and yes. You must have an internet connection (hard-wire or Wi-Fi) and an  
outlet for the device. 

How do I lockdown my device so consumers are not able to access other sites on the kiosk? 
The instructions are included in the User Guide but may vary depending on the device.

What is a QR code? 
QR = Quick Response Code. Customers can scan the code with their mobile device and they 
are taken straight to your customized Cakes.com home page.

Where do I go to create/how do I create a QR code? 
You will need your Powered by Cakes.com URL to make the QR code. There are several online  
resources to generate one (e.g., www.QRstuff.com). 

Can the QR code be added to an operator’s website or Facebook page? 
Yes. It can also be added to POS around the bakery or on the kiosk fixture.

Is there an option to have a scrolling message on the kiosk when it is not in use? 
No, not at this time. However, we do have the option of a static message that is  
already available.


