
Refunds and Cancellations

Your consumer rights to return and refund (this clause only applies 
if you are a consumer)

Cancellation

If you are a consumer, you have a legal right to cancel a Contract (under the The Consumer Rights Act 
2015) during the period set out below in paragraph 4.1(b). This means that during the relevant period 
if you change your mind or for any other reason you decide you do not want to keep a Product, you 
can notify us of your decision to cancel that Contract and receive a refund. Advice about your legal 
right to cancel the Contract under these regulations is available from your local Citizens’ Advice 
Bureau or Trading Standards office.
Your legal right to cancel a Contract arises on the date of the Dispatch Confirmation. Your right to 
cancel the Contract ends after 30 (thirty) working days from the day after the day you receive the 
Products.
You may cancel your Contract provided that the Products are in their original condition (including 
packaging where it forms part of the Products, for example boxed goods), paint cans have not been 
opened, and any seals on the Products remain unbroken. You cannot cancel your Contract in respect of 
Products that are made to measure/bespoke (for the avoidance of doubt paint mixing products are not 
considered bespoke).
If you cancel the Contract before delivery of the Products then you will receive a refund of the price 
paid of the Products and any applicable delivery costs. If you cancel the Contract after receipt of the 
Products, you will be responsible for the costs of returning the Products to us (please see paragraph 
4.1(e)). Your refund (less the cost of returning the Products) will be applied to the PayPal account 
used for the original payment.
To cancel a Contract, you should contact the Dulux Customer Care centre on 0333 222 76 76 (this is a 
local rate number and call charges will apply) or email notification of cancellation to 
orders@dulux.co.uk [1]. Cancellation of a Contract is effective from the date of the phone call or 
when the e-mail is sent. You may wish to keep a copy of your cancellation notification for your own 
records. Products must be returned by using our carrier APC. When we receive your cancellation we 
will provide instructions for returning the Products, including strict packaging requirements. Please 
note that a charge of £4.99 for the return of the Products will be deducted from your refund.

PLEASE DO NOT ATTEMPT TO RETURN PRODUCTS BY USING THE ROYAL MAIL OR 
ANOTHER POSTAL OR COURIER PROVIDER.

We will process any refund due as soon as possible and, in any case, within 30 calendar days of notice 
of termination.
Under the Consumer Protection (Distance Selling) Regulations 2000 you have a duty to take 
reasonable care of the Products whilst they are in your possession. Where you have failed to take 
reasonable care of the Products, we reserve the right to refund you less any amounts due by way of 
compensation to either repair the Products or to cover any loss. For paint cans that have been opened, 
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we reserve the right to not issue a refund.
Details of your legal right to cancel and an explanation of how to exercise it are provided in the 
Dispatch Confirmation.

Faulty products

If any Product you purchase is damaged or faulty upon receipt, or if a fault becomes apparent within a 
reasonable time of your receipt of the Products (providing such fault is not a result of your negligence, 
or if a Product has been mis-described, we may offer a replacement product or refund as appropriate, 
in accordance with your legal rights.
If you believe this to be the case please contact the Dulux Customer Care centre on 0333 222 76 76 
(this is a local rate number and call charges will apply) or send an email containing details of the 
Product and the issue to orders@dulux.co.uk [1].
Where we offer a refund for faulty Products, we will process any refund due as soon as possible. The 
refund will be applied to the PayPal account used for the original payment.

Returns procedure

To cancel a Contract, or to inform us of faulty or damaged Products, you should contact the Dulux 
Customer Care centre on 0333 222 76 76 (this is a local rate number and call charges will apply) or 
email notification of cancellation to orders@dulux.co.uk [1]. Cancellation of a Contract is effective 
from the date of the phone call or when the e-mail is sent.
Products must be returned by using our carrier APC. When you contact us we will provide instructions 
for returning the Products, including strict packaging requirements, a time will be arranged for our 
courier to collect the goods from the address we delivered the product to initially, we require 48 hours 
from notification to arrange the collection on your specified day (Monday to Friday only).

Please note that a charge of £4.99 for the return of the Products will 
be deducted from your refund, unless you are returning Products 
that are faulty.

A further deduction of £4.99 will be made from your refund if a 
subsequent collection has to be made if you are not present at the 
agreed initial collection time.

Please note, unfortunately we cannot deliver to addresses in 
Northern Ireland or to addresses outside of Great Britain mainland 
(this includes the Isles of Scilly, Isle of Mann, Isle of Wight, the 
Scottish Isles and the Channel Isles). Please see your dispatch 
confirmation for estimated delivery date.

PLEASE DO NOT ATTEMPT TO RETURN PRODUCTS BY USING THE ROYAL MAIL OR 
ANOTHER POSTAL OR COURIER PROVIDER.
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Join our newsletter

Discover decorating trends and ideas in our new monthly newsletter.

I agree to the processing of my personal data by AkzoNobel, including from other AkzoNobel Group 
companies as well as entities acting on their behalf.

Please select the privacy policy consent checkbox

I consent to receiving the personalized newsletter from Dulux, to be informed about AkzoNobel products 
(and services), including from other AkzoNobel Group companies...read more events and promotions 
(including offers and discounts), for which AkzoNobel may analyse my personal data, including the 
preferences I shared with AkzoNobel, my online and offline shopping history, and my registered use of 
AkzoNobel websites and apps. AkzoNobel can contact me through E-mail, Mail, SMS, Apps, Social Media 
or though other communication channels provided by me. What does this mean?

Please select the checkbox to subscribe to our newsletter

Subscribe 
If you'd like to know more about how we use your personal data, please read our privacy statement.
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