
Please contact ROYAL CANIN®  
prior to authorising a refund on their 

behalf for any other reason

Has the pet had  
the food before?

Does the food appear  
not to suit the pet  
e.g. digestive or skin symptoms?

*REMEMBER, for a Palatability refund 
to be processed by ROYAL CANIN®, 
the customer should

• Have 75% of purchased food remaining

• Have proof of purchase

• Provide an e-mail/letter explaining  
why they are requesting a refund

• The product must also be in date. 

Has the pet had  
the food before?

Unfortunately, as  
there is no palatability 
or product quality issue, 
ROYAL CANIN® will 
be unable to provide a 
refund. 

Your customer requests a 
refund on an open pack of 

ROYAL CANIN® product

Is the pet refusing 
to eat the food?

Was the food
introduced gradually?

Check that the Palatability Guarantee criteria  
are met* and process refund. Contact your  
ROYAL CANIN® Business or Account Manager

Advise gradual re-introduction over 7-10 days. 
If still refusing to eat proceed with Palatability 
Guarantee refund, according to criteria*

ROYAL CANIN® would like to investigate this product concern. 
Please ask the customer to contact ROYAL CANIN® Consumer 
Care or ask them if you can pass on their contact details. If this 
is not possible, contact ROYAL CANIN® yourself with details of 
the problem and the batch. 

Was the food
introduced gradually?

Is the pet showing signs of 
digestive upset  
e.g. vomiting/diarrhoea?

After a bland diet for a few days and 
return of normal motions, advise a 
gradual re-introduction over 7-10 
days as a smooth transition should 
help avoid any digestive upset and 
resolve the signs. If not, then the 
diet simply does not suit the pet.  
As there is no palatability or product 
quality issue, ROYAL CANIN® will be 
unable to provide a refund

If the pet is showing skin symptoms 
then unfortunately the diet simply 
does not suit the pet. As there is no 
palatability or product quality issue, 
ROYAL CANIN® will be unable to 
provide a refund. If you are unsure 
please contact the Consumer Care 
team for guidance before offering 
a refund.

For ROYAL CANIN® Consumer Care please call 0845 300 5011
Nutritional advice, questions on choosing and using our products and for product concerns

Is the product no longer 
required because the 
pet has been rehomed, 
passed away or put onto a 
veterinary diet?
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Unfortunately if after a gradual 
introduction signs of digestive 
upset continue the diet does 
not suit the pet.  As there is no 
palatability or product quality 
issue, ROYAL CANIN® will be 
unable to provide a refund. If you 
are unsure please contact the 
Consumer Care team for guidance 
before offering a refund.


