
   
 

   

 

Important - System Progress & Changes to Order Cut-off Times 

 

I am writing to give you an update on our recent systems upgrade.  As you know the upgrade has been challenging 

and has caused our service level to fall below the standard that we set ourselves.  I know this has been frustrating for 

our customers and I would like to once again apologise for the disruption this has created and to thank you for your 

continued support. 

  

Our team have been working extremely hard over the last weeks and, on our internal measures, our service level is 

starting to look closer to normal levels.  There is still a way to go to reach the level we aspire to but I hope that you are 

starting to see significantly more of your order fulfilled on time and in full. 

  

As the next step on the road to returning to the standards of service you expect from Pedigree, I’m pleased to be able 

to say we will be returning to our standard cut-off times for deliveries from Tuesday 7th August onward, as 

detailed below: 

 

For orders via our website 

 14:30pm – Order deadline (main orders and additions) for the following day’s delivery 

 Our website is open to take orders 24 hours a day, 7 days a week 

For orders by phone, fax and email via Customer Services  

 12:30pm – Order deadline for the following day’s delivery 

 You can place additions via our website until 14:30pm  

For Monday deliveries, the following applies:  

 Phone, fax or email ordering – cut-off is 16:00pm for main order on Friday with additions up to 12:30pm 
Sunday 

 Web ordering – cut-off is 14:30pm Sunday. 

In addition, our telephone lines (via Customer Services) continue to experience a higher-level of calls than normal and 
as such it may take longer to answer your call.  Therefore, we are unable to guarantee an outbound call to take your 
order at this time.  If you have not received a call from us before the cut-off time, please contact us.  We are hopeful 
that as our service continues to improve, normal outbound call activity will resume. 
 
Once again I would like to thank you for your continued patience and support. 
 
Yours faithfully, 
 

 

 Steve Brown, Managing Director 


