
K5 1.2 Customer Claim Procedure Quality

Ansvarlig:
Susann Rønning

Godkjent av:
Liza Espeseth

Dokumenttype:
Prosedyre

ID:
6428

Godkjent:
05.05.2026

Versjon:
1

Side 1 av 2

Purpose
This procedure describes how Måsøval handles customer claims related to products,

including requirements for submitted claims and applicable time limits.

Responsibility

Claims from customers shall be handled by the Sales Department in cooperation with
relevant quality and production personnel, depending on the nature of the claim.

Time Limit
Pre- claims must be submitted in writing within 48 hours after receipt of the goods by the
customer. (For export sales, the first receiver of the goods is considered the delivery point,
and the time limit applies from the time of receipt by that party.)

Claim Content Requirements Handling of Claims
A valid claim must include the following information and be registered in complaint form
https://www.masoval.no/sales-market/claim-form/ or sent to claims@masoval.no:

 Delivery date
 Time of receipt
 Clear photo of product label
 Description and documented cause of deviation, including photos
 Total quantity of claimed goods
 If multiple deviations apply: specification of each deviation, including kg per deviation and

photos
 Photo of temperature control upon receipt
 Calculation of claimed goods, if financial

https://www.masoval.no/sales-market/claim-form/
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Handling of Claims
All claims shall be handled in accordance with this procedure. Evaluation of a claim shall

commence only after receipt of complete and sufficient documentation as specified herein.

Måsøval Sales shall assess the claim based on available evidence, traceability records, and

applicable quality requirements. Where relevant, a root cause analysis shall be performed to

determine the origin and validity of the deviation. Claims relating to slaughtering, processing,

or packing activities may be referred to the relevant operational departments for further

assessment.

In cases involving material, repeated, or significant deviations, Måsøval AS reserves the right

to conduct a control visit and/or request verification by an independent third-party inspector

prior to final claim resolution.
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