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THANK YOU FOR YOUR PURCHASE OF PRODUCTS FROM ISAGENIX!
Isagenix (EU) B.V. (“Isagenix B.V.”, “the Company”) is a Private 
Company with limited liability, having its registered office at 
Strawinskylaan 3127, 8th floor, 1077 ZX Amsterdam, the Netherlands, 
VAT ID: NL855739629B01. Isagenix Worldwide, LLC is the owner 
of the website Isagenix.com (the “Site”). Isagenix B.V. is also 
the promoter of the Isagenix International, LLC trading scheme 
(“Isagenix Trading Scheme”) in the Netherlands and the republic 
of Ireland. The Company supplies a range of health and wellness 
products for sale (the “Isagenix Products”, the “Products”).

Isagenix is committed to providing you with high-quality, no-
compromise Products. If for any reason you are not 100% satisfied 
with a Product or you wish to terminate your contract with Isagenix, 
you may be eligible to use one of the options described further 
in this Policy, which stipulates the cases, terms and conditions for 
cancellation of orders, return of Products and the related refunds.

The terms of this Policy do not affect any other statutory rights 
and means of resolving disputes with us that may be available to 
you under applicable laws. 

A: GENERAL RULES 
These General Rules are based on the current consumer contracts 
regulations and apply to you whether you are a customer or 
an Isagenix Associate irrespective of the type of agreement or 
membership you may have.

1. DAMAGED OR DEFECTIVE PRODUCTS; NONCONFORMING 
PRODUCTS: PRODUCTS DELIVERED IN WRONG QUANTITIES

We undertake to refund or replace any damaged, defective or 
other nonconforming Products. If we have shipped to you Products 
in wrong quantities you may reject the entire delivery, reject the 
additional quantities or accept these additional quantities and pay 
for them at the current prices shown on the Site or in our catalogue. 
If we have delivered a quantity of Products less than what you 
have ordered, you may reject the delivery but if you chose not to 
you must pay for the Products at the current prices shown on the 
Site or in our catalogue. Nothing in this section prevents you from 
claiming damages, where it is open to you to do so.

Upon receipt, please inspect all Products and notify us as quickly 
as practical if you discover any Products that are missing, wrong, 
defective or damaged during transportation or Products that 
otherwise do not conform with the contact. You have the legal 
right to choose whether you want us to replace the Products or 
would like to return them. 

If you choose to receive a Product replacement we will make the 
replacement within a reasonable time and will bear any necessary 
costs incurred in doing so (including, in particular the cost of any 
materials or postage).

If you chose to receive a refund we will refund to you the full price 
of any returned Products, any applicable delivery charges and any 
reasonable costs you have incurred for the return of the Products.

To initiate a return or replacement, please email your cancellation 
notice to CustomerServiceIE@IsagenixCorp.com for the ROI and 
CustomerServiceNL@IsagenixCorp.com for the Netherlands. 
You can also use the Cancellation (Product Return) Form that is 
attached to this Policy. The Cancellation Form is also available on 
the Site or can be found as attachment to each order confirmation 
mail we will send you. It is not mandatory to use the Cancellation 
(Product Return) Form - you can use inform us of your return in 
any form you like. You may wish to keep a copy of your cancellation 
notification for your own records.

2. RIGHT TO CANCEL (COOLING-OFF PERIOD)

You have the right to cancel a contract/order for Products 
without giving any reason. The cancellation period will expire 
after 14 days from the day on which you acquire, or a third party 
other than the carrier, and indicated by you, acquires physical 
possession of the Products. 

To exercise the right to cancel you must inform us by sending your 
cancellation notice in an email to CustomerServiceIE@IsagenixCorp.
com for the ROI and CustomerServiceNL@IsagenixCorp.com for 
the Netherlands. You can also use the Cancellation (Product Return) 
Form that is attached to this Policy. The Cancellation Form is also 
available on the Site or can be found as attachment to each order 
confirmation mail we will send you. 

To meet the cancellation dead-line it is sufficient for you to send 
your communication concerning your exercise of the right to 
cancel before the cancellation period has expired. When you 
notify us by email, the cancellation is effective from the date it 
was sent to us. 

If you cancel your contract/order, we will reimburse to you all 
payments received from you, including the costs of delivery 
(except for the supplementary costs arising if you chose a type 
of delivery other that the least expensive type of standard 
delivery offered by us). 

We will make the reimbursement without undue delay and not 
later than:

• 14 days from the day you return any Products supplied, or 
provide evidence that you have returned them, or

• If there were no Products supplied, 14 days from the day on 
which we are informed about your decision to return any 
Products. 

You shall send back the Products or hand them over to us without 
undue delay and in any event not later than 14 days from the day 
on which you communicate your cancellation to us. The dead-line 
is met if you send back the Products before the period of 14 days 
has expired. You will bear the direct cost of returning the Products. 

Refunds are not possible for the following Product:

• Products that deteriorate or expire rapidly; 

• Products which are delivered sealed, if they are unsealed after 
delivery and are thus unsuitable for return for health or hygiene 
reasons.

We may make a deduction from the reimbursement for loss 
in value of any Products supplied if the loss is the result of 
unnecessary handling of the Products by you. 

If you cancel your contract/order, Isagenix will make the 
reimbursement using the same means of payment as you used 
for the initial transaction, unless you have expressly agreed 
otherwise; in any event, you will not incur any fees as a result of 
the reimbursement. We may withhold reimbursement until we 
have received the Products back, or you have supplied evidence 
of having sent back the Products, whichever is the earliest. 

We will reimburse all delivery costs even if you cancel only part of 
your order.

While you are in possession of the Products you should exercise 
reasonable care in keeping them.

3. ISAGENIX PRODUCT SATISFACTION GUARANTEE

In addition to your right to cancel a Product order and return any 
and all Products within 14 days after acquiring physical possession 
of them, you can benefit from the Isagenix Satisfaction Guarantee. 
Under this Guarantee, after the expiration of the 14-day term 
under the preceding section 2 you have additional 16 days to 
initiate a return of:



Isagenix (EU) B.V. Return & Refund Policy

— Page 2 —

• Your initial order of Product placed, opened or unopened.

• Any Product you are trying for the first time, opened or 
unopened. This applies to any order that you place.

• Your first Autoship order for unopened Product only.

The following items are nonrefundable under the Products 
Satisfaction Guarantee, except as required by law:

• Membership fees;

• Standard delivery costs in excess of the least expensive type of 
standard delivery offered by us provided at the time of sale;

• Literature and sales aids not required as part of your purchase; 

• Seasonal, discounted or promotional items that have been 
explicitly marked as nonrefundable on our website or in the 
Isagenix catalogue items. 

You are required to return all opened and unopened containers, as 
applicable, for a refund. 

Any BV/PV, and/or other benefits or compensation associated 
with the Product and purchase thereof will be deducted once the 
refund is issued.

To exercise the right to cancel you must inform us by sending 
your cancellation notice in an email to CustomerServiceIE@
IsagenixCorp.com for the ROI and CustomerServiceNL@
IsagenixCorp.com for the Netherlands. You can also use the 
Cancellation (Product Return) Form that is attached to this Policy. 
The Cancellation Form is also available on the Site or can be found 
as attachment to each order confirmation mail we will send you. 

B: ASSOCIATES SPECIFIC RULES
1. RETAILS ORDERS SOLD DIRECT

As an Isagenix Independent Associate you may sell Products to 
your retail customers, either through your replicated website or 
directly, in a face-to-face manner. You have the responsibility to 
inform your retail customers of their rights under this Policy to 
return Products purchased from you.

Customers who buy Products from your replicated website 
shall make returns by sending their cancellation notice to 
CustomerServiceIE@IsagenixCorp.com for the ROI and 
CustomerServiceNL@IsagenixCorp.com for the Netherlands. 
They can also use the Cancellation (Product Return) Form that 
is available on the Site and your replicated website or can be 
found as attachment to each retail customer’s order confirmation 
mail or is provided o the retail customer by you. It is not mandatory 
to use the Cancellation (Product Return) Form – you should advise 
your retail customers that they can use any way of communicating 
their return to Isagenix. 

If a retail customer wants to return Isagenix Products purchased 
directly from you in a face-to-face manner please follow this 
procedure:

• Create a sales slip for the Product refund, including the date 
and price paid by the retail customer, and write “refund” across 
the face of the order.

• Refund the money directly to your retail customer and have 
them sign the sales slip as proof of return.

• You will also be required to provide a copy of the signed 
refund sales slip in order to get a refund from Isagenix.

Upon customer’s request, Isagenix will issue a replacement for the 
returned Products within 30 days of the Product being logged as 
returned by our distribution center. Isagenix reserves the right to 
reject repetitive returns or replacements.

Any BV/PV, and/or other benefits or compensation associated 
with the Products returned by your retail customers will be 
deducted once the refund is issued.

2. BUYBACK POLICY

Isagenix strictly abides by the industry rules aimed at avoiding 
product loading; we believe our Products are of great consumer 
value and we encourage their sale and consumption. We 
explicitly discourage purchasing of Products for the purposes 
of achieving levels, status and any benefits under the Isagenix 
Compensation Plan.

The Buyback Policy therefore does not apply to Associates 
who, for the purposes of qualifying for a bonus or some other 
benefit, has falsely certified that the Products for which they are 
attempting to receive a refund have been previously consumed 
or sold. Isagenix reserves the right to decline refunds for any 
Products that have been falsely certified as consumed or sold or 
have been acquired by you in breach of your contract with us.

We will also not make reimbursements for any Products that 
are within 6 months of expiration, discontinued or seasonal 
Products or Products bought at announced special promotions. 
Membership and administrative fees, literature and sales aids are 
nonrefundable under the Buyback, except as required by law.

You may require Buyback of Products bought by you within 
one year of the date of such request at any time during the 
subsistence of a contract. The Buyback will be made under the 
terms set out in 2.2 below. 

In addition, upon termination of your contract you may require: 

2.1 Buyback of Products (including training and promotional 
materials, business manuals and kits) purchased by you within 
90 days of the date of termination. We will reimburse to you 
the full VAT-inclusive price paid by you for those Products less 
a reasonable handling fee. We may further withhold an amount 
equal to the diminution of the value of the Products resulting from 
your improper handling of the Products. 

2.2 Buyback of Products bought within 12 months of the date of 
termination. In this case reimbursement will be made at a price 
not less than 90% of the VAT-inclusive price paid by you for those 
Products less an amount equal to: 

(i) any commissions, bonuses or other benefits (in cash or in kind) 
received by you in respect of those Products; 

(ii) any amounts due from you to us on any account; and 

(iii) a reasonable handling charge.

All Products must be unused and in a commercially resellable 
condition. You must return all Products to us within 14 days of the 
termination. 

All bonuses, compensation, BV/PV, and recognition or 
advancement received as result of the original purchases will be 
reversed and deducted from the refund and/ or the respective 
Sponsor’s compensation. Please notify your Sponsor of your 
intention to terminate your position.

If eligible for a refund, Isagenix will credit the original form of 
payment within 30 days of the Product being logged as returned 
by our distribution center. Your account will be closed once the 
refund is issued.

If you wish to return product under the Buyback Policy and 
relinquish your position with Isagenix, please send your 
cancellation notice in an email to CustomerServiceIE@
IsagenixCorp.com for the ROI and CustomerServiceNL@
IsagenixCorp.com for the Netherlands. You may also use the 
Membership Cancellation Form but it is not obligatory. The 
Cancellation (Product Return) Form is available on the Site; it 
can also be found in attachment to each order confirmation 
mail we will send you. You can also contact us by telephone at 
1 800 817 102 in the ROI; 0 800 023 4002 in the Netherlands 
for assistance.
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C: RULES AND REFUND FOR AUTOSHIP PRODUCTS
As either a customer or an Associate, you enjoy the same rights 
of return and refund for any Products subject to Autoship as 
noted above in A: “General Rules”. Please follow the procedures 
set out there. 

The Buyback Policy specified in point 2 of Section B: “Associates 
Specific Rules” applies in full to any Products subject to Autoship. 

You may cancel your Autoship participation at any time. 
To initiate an Autoship cancellation please either email 
CustomerServiceIE@IsagenixCorp.com for the ROI and 

CustomerServiceNL@IsagenixCorp.com for the Netherlands 
or contact us by telephone at 1 800 817 102 in the ROI; 0 800 
023 4002 in the Netherlands for assistance. 

Until you notify us of the cancellation, your participation in the 
Autoship program will continue. Notice of cancellation must be 
received by Isagenix at least one (1) business day prior to your 
monthly Autoship processing date; otherwise, cancellation will 
become effective in the month following the month in which your 
notice of cancellation is received by Isagenix. 

Cancellation (Product Return) Form
This form can be used to indicate your desire to cancel a product order but is not obligatory. Please fill it in as may be appropriate 
to your case. For instructions to appropriately cancel an order and where to send the product please contact CustomerServiceIE@
IsagenixCorp.com for the ROI and CustomerServiceNL@IsagenixCorp.com for the Netherlands or contact us by phone at 
1 800 817 102 in the ROI; 0 800 023 4002 in the Netherlands for assistance.

TO: Isagenix (EU) B.V., VAT ID: NL855739629B01; email address: CustomerServiceIE@IsagenixCorp.com for the 
ROI and CustomerServiceNL@IsagenixCorp.com for the Netherlands

[*] – delete as appropriate

I/ We [*] hereby give notice that I/ We [*] wish to cancel my/ our [*] order/ contract for sale of the following 
product(-s) (please indicate the product(-s) code, quantity and invoice number) 

_____________________________________________________________________________________________

_____________________________________________________________________________________________

_____________________________________________________________________________________________

_____________________________________________________________________________________________

Ordered on:  __________________________________________________________________________________

Received on:  _________________________________________________________________________________

I am familiar with the consequences of the product(-s) return as described in the Isagenix Terms and Conditions.

Name of Consumer/Associate: ___________________________________________________________________

Associate number (if applicable): _________________________________________________________________

Address of Consumer/Associate:  _________________________________________________________________

Signature of Consumer/Associate (only if this form is filed on paper):  ___________________________________

Date:  ________________________________________________________________________________________

OPTIONAL SECTION: You do not have to tell us why you are returning any products/ withdrawing from the 

contract but it would be very helpful to know your reasons (please tick the appropriate box):

¨ Incorrect product 

¨ defective products/ products passed the sell-by date

¨ damaged products 

¨ product not as described/ not satisfied with the product 

¨  Other (please set out below) ___________________________________________________________________  

 ___________________________________________________________________________________________  

 ___________________________________________________________________________________________  

 ___________________________________________________________________________________________  

 ___________________________________________________________________________________________
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