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1 CLAIMS AT A GLANCE

This section offers a guide to the Claims module in DPS. All sample data used in this guide is fictitious
and does not represent valid carrier information.

NAVIGATION
To submit or view information about a Loss/Damage report or a claim, select the Claim History option in
the DPS Home page.

R TheAua 12 200931 UTC 2028

A LeAnn Rimes MG/O-8 Unkeo States Air Force

Defense Personal Property System

Home MyProfile MyDocumems VUsefulLirks Quick Reference Gaides  DPS I'SPF ScoreCard

v X
DPS Landing Page

Welcome to DPS

Shlpmm' Mzn!g‘"u“ o Hi“nry

Current Move

Shipment Status 1. HHG: Delivered Complete
AGFMO003239

Desired Pickup Date Origin Destination

09 Ape 2019 Tout Tost S
CHELMSFORD, MA 01824 SANDIEGO, CA 92104

Actuel Flhay Oste UNITED STATES UNITED STATES a

2019.04.08 00:00:00.0 =

) Move Type Estimated Shipmert Weight & Print DI ) Shipmont Applicatice

Feeiguod Gosnsole 1.HHG: Househoid Goods 9 ke
Tosel Pro-Gear Welght Actual Shipment Weight i

Moving Compeany 10 Ibs - Service Member 190 bs

Carlyke Van Lines TEST, Inc 01bs - Spouse 7 Compiete Suns

5566957845

To access a listed claim, select the linked Claim Number in the first column of the table presented in the
lower portion of the page.

Tha Aeg 12195429 GMT 2021 Lopot

Drnk Sobe GS-15/GS15 Unfled States Marine Corps

Home MyProfile  MyDocaments Useful Laks  Quack RefeesceGmdes DFST

Recent Claims Recent Loss Damage Reports

Show 10 v enies

Claim Number LDR Nunber GBL Number Status Creation Date Sebmit Date
- Nel Submited 23IMAR 2021 231948
Net Submted 25 MAR 2021 230948
Submitied 1o TSP 24FEB 2021 16:36:41 24 FEB 221 163815
Showing 1 10 30f 3 enties Presous . Nest
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CREATE A Loss/DAMAGE REPORT SECTION 4

Following delivery of a shipment, create a Loss/Damage Report to document any issues with personal
goods that are not found or sustained damage in the move.

1. To create a Loss/Damage Report, select the File a Claim option.

Shipment Status 1-HHG: Delivered Complete
AGFMC001153 [
Desired Pickup Date Origin Destination g
23 Mar 2021 Test Test (& EditMy Ordet/Stipment nf
CHELMSFORD, MA 01624 SAN DIEGO, CA €2101
Aitue| Pickup Dete UNITED STATES UNITED STATES B
20210323 00:00:00.0 -
Move Type Estimated Shipment Weignt & Prire 0D1
Qasigind Comstor 1:HHG: Housencld Goods 18001ts
PPSO AGFMFour
ke — o — [ =
0 Ibs - Service Member 10001bs
Moving Company Ibs - Spouse # Complete Survey
AADVANTAGE FORWARDERS, INC.
3347021615

2. User will select checkbox for “Acknowledgement of Claims Disclaimer” and Select Next.

M1 * | certify that | have read and understand the Claims Disclaimer

X | 4em—

3. User will be required to Review Contact information if no LDR or Claim has been attempted on the

shipment.

United States Air Force

Defense Personal Property System

ades DPS TSP ScoreCard

v

Review Customer Contact Information _

Before ntiabng an LDR or Clamm for this Shipment, please review your contact nfo, and enter your Current Maiing Address.
It any of the information 15 Incomrect. please update it below

* Primary Phone * Primary Email

6185400026 |
Secondary Phone (Cell Phone Preferred) Secondary Email (Personal Email Preferred)
Location @

© CONUS (Continental U.S) ) OCONUS (Outside Continental U.S )
* Address Line 1
Test

Address Line 2

[
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4. Click Create LDR.

You are required to report all loss and damage to the Transportation Service Provider (TSP) within 180 days of the date of delivery to qualify for Full Replacement Value protection of your
missing or damaged items.
Please review the options below for filling a Claim, and/or notifying the TSP of your loss/damage.

By

A Loss/Damage Report (LDR) is your nofification to the Transportation Service Provider
(TSP) that you intend to file a claim for loss or damage that has occurred during your
shipment.
An LDR submitted to the TSP within 180 daye of the date of delivery. allows a future
Claim to be submitted within nine (9) months from the date of delivery to qualify for Full
Replacement Value protection
You must still submit a Claim to the TSP, as the Loss Damage Report is a nefification to
the TSP that you intend to file a future Claim.
The following information s raquired for each lost or damaged item to submit an LOR to
the TSP:

Loss/Damaged Item Name

Inventory Number

Damage Description
During the creation of an LDR, you may save your work at anytime prior to submitting
the LDR to the TSP
Submitting your LDR to the TSP does NOT constitute filing a dlaim.
Once your LDR has been submitted, you may convert the LDR to a Claim for
submission 1o the TSP.
Submitting an LDR is optional if you intend to submit a Claim the TSP within 180 days
of the date of delivery.
You are permitted to submit multiple Claims/LDRs per shipment.

You do NOT need to submit a separate Loss/Damage Report prior to submitting a
Claim if you are able to submit your Claim to the TSP within 180 days of the date of
dekvery.
If a Loss/Damage Report has been submitted to the TSP within 180 days of the date of
delivery, you must submit a Claim to the TSP within nine (9) months of the date of
delivery to qualify for Full Replacement Value protection
The following information is required for each lost or damaged item to submit a Claim fo
the TSP.

Loss/Damaged Item Name

Inventory Number

Damage Description

Replacement Cost/Value

Loss Type

Year Acquired if the item was acquired as a gift

Purchase Cost and Year Acquired if the item was not acquired as a gift
During the creation of a Claim, you may save your work at anytime prior o submitting it
to the TSP.
Once your Claim has been submitted, the TSP is required to pay, deny, or make an
offer of settiement te you within 60 days of receipt of your completad and substantiated
claim.
You are permitted to submit multiple Claime/LDRs per shipment.

5. Select option for ‘Unpacking and Removal’ and ‘Was there Loss or Damage at Delivery?” Save LDR
to create the report.

LDR Number LDR Creation Date LDR Status
Not Submitted ©
IUnplckIng h‘d Removal
Performed v

“ Was there Loss or Damage at Delivery?
OYes @No

—
—

Damage Description Creation Date Action

No data avnilabie in tabis

Inventory Number

Showing 010 0 of 0 entries Pravious Naxdt

January 21, 2022 6 DCN: 20492-0004-00-04-021
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6. To complete a Loss/Damage report, the user will utilize the Add Item option to define one or more
Loss/Damage Items and any associated file attachments (i.e., to upload pictures of damage).

LDR Number LDR Creation Date LDR Status
214D 130CT 2021 1650.01 Not Submitted ©
Unpacking and Removal
Padformed v
[
Show 1w v enties
Mom Nomber Item Name Iventory Number Damage Description Croation Date Action

No cata avadabie in table

Showing 0 10 0 of 0 entries Previous  Noxt

_

7. The user will enter an Item Name, Inventory Number and Damage Description. Then, the user will
select Save to add the item to the report.

“ Item Name

sofa

“Inventory Number

3232-1

* Damage Description

\ hole in cushion|

]

8. Select Actions then Upload for an item.

Show 10 v enines

Jom Number Ttem Nama Inventory Numbar Damage Description Craation Date Action
Showing 110 2 of 2 entries 1 row selectad prs  # Edit

1 Delete

) | o

January 21, 2022 ) DCN: 20492-0004-00-04-021
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9. To add a file attachment to the Loss/Damage item the user will select Actions then Upload from the
drop-down. Select Item Miscellaneous option for Document Type.

10. Use the Browse button to navigate to and select a local file. Select Upload after the local file is

selected.

Document Management
L

Upload Document

Document Type *

You may either replace or supplement a previously uploaded Document.
Document Version Created Date

No data available in table

Showing 0 to 0 of 0 entries

| ¢

Item Miscellaneous v | & Browse || v«h

@Close

Document Management

“ The Iteni Miscellaneous document has been successfully uploaded.

Upload Document

Document Type *

v % Browse

@cClose

January 21, 2022
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11. After all items and attachments are added to the report, select the Submit button to process the report.

LDR Number N LDR Creation Date LDR Status
2L-13R 13 OCT 2021 15:02:26 Not Submittad @
Unpacking and Removal
- Select - v
Show 10 v entries
Item Number Item Name Inventory Number Damage Description Creation Date Action
1 sofa 345341 cushion is ripped 13 OCT 2021 16:10:58
Showing 1 to 1 of 1 entries Pravious n Next

12. Confirm the submission when prompted to complete the process.

Loss/Damage Reports are required if a claim is not filed within 75 days of delivery.

FiLE A CLAIM

To file a new claim:

Ll

Select File a Claim option

Shipment Status 1.HKG: Delivered Complete

AGFMO0001153 %Y

Desired Pickup Date Origin Destination )

23 Mar 2021 Test Test & Edit My Order/Shipment Info

1 Picku CHELMSFORD, MA 01824 SAN DIEGO, CA 92101
i UNTED STATES UNITED STATES & Print DD1797 Counseling Checklist

2021-03-23 00.00.00.0 - < .
Move.TYpe ESUmated Shipmen: Weight &4 Print DD1299 Shipment Application

Awsignad Cotinaslor 1-HHG: Household Coods 1800 Ibs

PPSO AGFMFour

165085000 Total Pro-Gear Weight Actual Shipment Weight Wi s Claim
0 Its - Service Member 1000 Ibs

Moving Company Ibs - Spouse d pl

A ADVANTAGE FORWARDERS, INC.

3337021616

Select checkbox for “Acknowledgement of Claims Disclaimer” and Select Next

W " | certify that | have read and understand the Claims Disclaimer

21| [—

January 21, 2022 9 DCN: 20492-0004-00-04-021
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3. Select Create Claim

Note: User will be required to Review Contact information if no LDR or Claim has been attempted on

the shipment

You are required fo report all loss and damage to the Transportation Service Provider (TSP) within 130 days of the date of delivery to qualify for Full Replacement Value protection of your

missing or damaged items.

Please review the options below for filling a Claim, and/or notifying the TSP of your loss/damage.

s

A Less/Damage Report {LDR) is your nofification to the Transportation Service Provider
(TSP) that you intend to file a claim for loss or damage that has occurred during your
shipment
An LDR submitted to the TSP within 180 days of the date of delivery, allows a future
Claim to be submitted within nine (9) months from the date of delivery to qualify for Full
Replacement Value protection.
You must still submit a Claim 1o the TSP, as the Loss Damage Report is a notification to
the TSP that you intend to file a future Claim.
The following information is required for each lost or damaged item to submit an LDR to
the TSP

Loss/Damaged Item Name

Inveniory Number

Damage Description
During the creation of an LDR, you may save your work at anytime prior to submitting
the LDR to the TEP.
Submitting your LDR 1o the TSP does NOT constitute flling a claim.
Once your LDR has been submitted, you may convert the LDR to a Claim for
submission to the TSP.
Submitting an LOR is optional if you intend to submit a Claim the TSP within 180 days
of the date of delivery
You are pemitted to submit muftiple Claims/LLDRs per shipment

Create LDR

You do NOT need to submit a separate Loss/Damage Report prior to submitting a
Claim i you are able to submit your Claim to the TSP within 180 days of the date of
delivery.
If a Loss/Damaga Report has baen submittad to the TSP within 180 days of the date of
delivery, you must submit a Claim to the TSP within nine (3) months of the date of
delivery to qualify for Full Replacement Value protection
The following information is required for each lost or damaged item to submit a Claim to
the TSP.

Loss/Damaged llem Name

Inventory Number

Damage Description

Replacement Cost/Value

Loss Type

Year Acquired if the item was acquired as a gift

Purchase Cost and Year Acquired if the item was not acquired as a gift
During the creation of a Claim, you may save your work at anylime prior to submitting it
to the TSP.
Once your Claim has been submitted, the TSP is required fo pay, deny, or make an
offer of settlement to you within 60 days of receipt of your completed and substantated
claim
You are permitted to submit multiple Claims/LDRs per shipment

Create Claim

Defense Personal Property System

United States Air Force

Home My Profile MyDocuments UsefulLinks  Quick Refereace Guides  DPS TSP ScoreCard

Review Customer Contact Information

If ary of the information is incorrect, please update it below.

~ Primary Phone

6185409026

Sacondary Phone (Cell Phone Prefered)

Location ©
® CONUS (Continentd U.S) ) OCONUS (Outside Continental U.S)

“ Address Line 1

Test

Address Line 2

Before initiating an LDR or Claim for this Shipment, please review ycur contact info, and enter your Current Mailing Address.

~ Primary Email

Secondary Emall (Personal Emall Prafarred)

4. Select options for ‘Submitter’s Relationship’, ‘Claims Shipment Description” and ‘Has a Quick

January 21, 2022 10
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Claims Payment been made?”

—
Clam Number Ciaim Status
* Submitter's Relationship Claims Shipment Description
L} - Select - N, - Select - v

* Has a Quick Claims
Payment been made?

Cyes Ono

Comments

Showing 043 0 of 0 antries.

—

Total Claimed Amount

$0.00

Loss.

st Type
o data avadadle n ok

CoatValue

S—

Show 10 v entries
150 Purchase Year
Coat Aeqaired Action
Previous P

5. Select Save Claim to create the claim record.

FiLE A CLAIM — EDIT ITEMS

1. Selectthe Actions then Edit for a sclected jtem

Loss
Status Type
13 Oct 2021 04:22
P G

Ashley cushion is fioped

| Damaged

Showing 1% 10f 1 eniies 1 fow selecled

Replacemant
Cost/Value

1,000 00

TSP
Otfer

Show 10 v entries
Purchase Year
Cost Acquired

1.000.00 USD

p l 4 Edit

T Delote
@® Upload

January 21, 2022 11
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2. Update a field or selection on the Edit Claim Item window

“ Item Name “ Inventory Number Make/Model
bofa X Ashley

“ Item and Damage Description
cushion is ripped

* Acquired Used/Gift “Loss Type “ Did The Carton Have Damage?

®No OYes ® Damaged OYes ®No ONA

“ Year Acquired “ Replacement Cost/Value Currency Type * Purchase Cost _
2014 1000.00 Dollar-USD -1v 1000.00

Item Comments

“ ltem Name

“ Item and Damage Description

cushion is ripped

Item Comments

I | —

kofa x

“ Acquired Used/Gift “ Loss Type

®No (Yes @ Damaged

* Year Acquired * Replacement Cost/Value
2014 1000.00

~ Inventory Number

Currency Type
Dollar - USD -1V 1000.00

“ Did The Carton Have Damage?
Oyves ®No ONA

Make/Model

Ashley

* Purchase Cost

3. Select Save to update the Claim Item data.

4. Review updated information.

coapienm

-

Update Claim

J Your item has been successfully saved
L

January 21, 2022
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FiLE A CLAIM — ADD ITEMS
1. Select the Add Item option. DPS will present the Add New Claim Items window.

Claim Number Claim Status Claim Creation Date
2ceev Not Submitied @ 05 JAN 2022 22:3918
“ Submitter's Relationship Claims Shipment Description Total Claimed Amount
Spouse AL My Completed Shipment v $0.00
“ Has a Quick Clams
Payment been made?
OYes ®nNo
Comments

Show 10 v enties

Saowng 0 100 of 0 entres

Previoss  Nea

) | - o

2. Enter values for all required fields in the Add New Claim Item window. Then select Save to update the

Claim Item data.
“ Item Name “ Inventory Number Make/Model
sofa 2323-2 Ashley

* Itern and Damage Description

cushion is ripped

“ Acquired Used/Gift “ Loss Type “ Did The Carton Have Damage?

@®No DvYes ® Damaged () Missing OYes ®No CONA

“ Year Acquired “ Replacement Cost/Value Currency Type “ Purchase Cost
2014 1000 Dollar -USD - | v 1000

item Comments

3. Confirmation of the Updated Claim will display.
y

’ Your item has been successiully saved
(3

Update Claim

January 21, 2022 13 DCN: 20492-0004-00-04-021
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FiLE A CLAIM — ADD FILE ATTACHMENTS

1. For a selected Claim Item, select Actions then Upload. Open the Upload Document pop-up window.

Show 10 Vv entres

Hem Hem Inventory Loss Replacement TSP Pad\n Year
Number Name Number Make/Model msawm Creation Date tatus CostiValue Acqned Action

13 Oct 2021 0428
3
2323-2 Ashley cushion i ripped PM GMT 4,000 00 -

Showing 1% 10f 1 enfies 1 row selecied

1,00000 USD ‘70!4

# Edit
i Dolote
® upload

2. Select the Item Miscellaneous option to choose Document Type. Next, use the Browse button to
navigate to and select a local file. Click Upload after the local file is selected.

Document Management
N

Upload Document

Document Type *

bws ik

Item Miscellaneous - I = B

loaded Document.
Document Version Created Date

No data available in table

Showing 0 to 0 of 0 entries

£, Upload

[ @cClose

January 21, 2022 14 DCN: 20492-0004-00-04-021
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3. User will receive a message confirming Item Miscellaneous document has been successfully uploaded.

Document Management

J The Item Miscellaneous document has been successfully uploaded.

Upload Document

Document Type *

:
& Upload

January 21, 2022 15 DCN: 20492-0004-00-04-021
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FiLE A CLAIM — SuBMIT CLAIM

1. After entering all items and attaching all files, select the Submit to TSP option to route the claim to the
TSP for a response. Finally, confirm the action when prompted.

Claim Number Claim Status Claim Creation Date
2c68v Not Submitted @ 05 JAN 2022 22:39.18
* Submitter's Relationship Claims Shipment Description Total Claimed Amount
Spouse v My Complesed Shipment v  $100000

* Has 3 Quick CRIms

Payment been made?

OvYes ®No
Comments

Show 10 v entes
Rem Bem Inventory Damepe Croation Loss TS0 Puschase Yoor
Number Name Numeer Make el Description Cate Status Type Contvatse Omer Cost Acquies Action
: - o -t Sun2z 04 oomas I goum e e =3
Shouaeg 1431011 ackoms provess [ v

f— oivos

RESPOND TO A CLAIM OFFER

After a claim is submitted, a TSP may offer to settle or deny the claim. If a TSP posts an offer, and it is
acceptable, choose the following steps:

1. Navigate to the claim in DPS.
2. Next, click Actions, then select Details for the item.

Shew 10 v enies
Item Tem Inventory Damage Loss Replicement 5P Puichase Yeur
Number Name Numper MaxeMogel Description Creation Date Status Type Costvane Qrter Cost Acquired AtNon

| 0 » | |
uEheor 16 NPpPod “:;t::'“ 10428 | Damogod  |$1.000.00 $1,000.00  [1,000.00 VS0 ‘zon

Showing 11010 1 sntries 1 row selected = I = Details
® Upload
® Viow

The user may review the listed TSP Offer under Item Offer Details.

4. Next, select the Accept Offer, to complete the process.
5. If the offer is not acceptable, select/enter the following:

a Counter-Offer (select this bullet in the field shown)
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b Offer-Type (chose Repair, Replace, or Payment from drop down box shown) ¢

Counter-Offer Amount (enter a monetary amount)

d Item Offer Comments (optional)

TSP Offer
Offer Amount USD Offer Type Final Offer Transferred to MCO
$1,000.00 Payment No No

TSP Remarks Denied Remarks

Customer Response

Offer Response ~ Offer Type “ Counter Offer Amount
If) Accept Offer - ® Counter Offer Payment v 1250.00 —

found receipt for couch after claim was submitted. Claimed amount was incorrect.

¢ Select Submit Response to TSP.

found receipt for couch after claim was submitted. Claimed amount was incorrect.

Display

Offer State Offer Type
Offer Payment

Showing 1 to 1 of 1 entries

B

X Submit Response to TSP

Offered $ Final Offer Date Remarks Accepted
$1,000.00 No 13 Oct 2021 04:43 PM GMT No

Previous Next

bom—

DPS will route the counter-offer to the TSP, who may or may not issue a new offer in response.
If a TSP does not make an acceptable offer, use the options to transfer a claim item or transfer the entire

claim to the MCO.
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2 OVERVIEW OF CLAIMS MANAGEMENT

Defense Personal Property System (DPS) Claims Management functions allow service members and
civilians (DoD Customers) to file insurance claims and negotiate settlements for personal property
destroyed or damaged in a shipment handled by a Transportation Service Provider (TSP).

In some cases, a Military Claims Office (MCQ) may help resolve a claim if a Customer cannot settle
directly with the TSP.

Customers must file a claim in DPS within nine months of the delivery date for Full Replacement
Value for all damaged, missing and or destroyed items . Claims filed affer nine months but within two
years are subject to depreciated value of the goods. If an item is damaged but not destroyed, the customer
has the option to either select repair of the items to restore to the condition received by the TSP or receive
payment for the cost of repairs up to the depreciated value.

A TSP must pay, deny, or make a final offer of settlement within 60 days. A DoD Customer may transfer
all or a part of their claim to a MCO after 30 days after submission to the TSP. Claims transferred are
eligible for Full Replacement Value (FRV) after:

1. The claim has sufficient information upon which the TSP can reasonably adjudicate it.
2. The customer has considered and responded to any offer of settlement made by the TSP, and
3. The claim has not been fully satisfied or settled.

A claim may be transferred to an MCO before 30 days, and the TSP will remain liable for FRV if the
following occur:

Notice that a TSP has made a final offer on a portion of the claim or denied it in full.

1. Notification by United States Transportation Command (USTRANSCOM) that the TSP is in
bankruptcy.

2. Notification that the TSP has been placed in permanent, world-wide Non-Use by
USTRANSCOM.

3. The TSP fails to comply with the catastrophic loss provisions as verified by the MCO.
4. The TSP fails to comply with essential items provisions as verified by the MCO.

DoD Customers may track the status of a claim in DPS throughout the entire process, from the first
identification of lost or damaged items to the final settlement.

The process of filing a claim includes the following steps:
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Step 1: File a Loss/Damage Report — Create a record of lost or damaged items
following delivery. The report will not result in a settlement, but it does create a
foundation for filing a formal claim. See Section 4 of this guide for instructions Damage Report
on how to file a Loss/Damage Report.

File a Loss/

Step 2: File a Claim — To receive Full Replacement Value (FRV) for a lost or File a Claim
damaged item, file a claim in DPS within nine months of the delivery date. See
Section 5 of this guide for instructions on how to file a Claim.

Step 3: Negotiate a settlement — A TSP is required to settle or make a final Negotiate a

offer within 60 days of receiving a claim. See Section 6 of this guide for Settlement
instructions on how to negotiate with a TSP in DPS.

Step 4: Resolve the Claim — Report if the TSP pays a settlement on time. If Resolve a

negotiations fail, elevate the claim to a Military Claims Office (MCO). See Claim
Section 7 of this guide for instructions on how to resolve a Claim.

2.1 THE CLAIMS PROCESS
A number of people have different parts in the claims process. The following outline the process:

*  When a shipment is delivered, a DoD Customer and a TSP identify any items that are damaged or
missing, and complete and sign a Notice of Loss/Damage Report at Delivery form.
* A DoD Customer or a TSP enters information from the Loss/Damage Report into DPS.

* Following delivery, a DoD Customer may identify other items that are missing or damaged in a
Notification of Loss and/or Damage AFTER Delivery form. Enter data in the form or in DPS.
List all items in a Loss/Damage Report before filing a claim.

* A DoD Customer files a claim in DPS. The claim process may include data entered in the
Loss/Damage Report and allows entry of loss or damage information in the claim itself.

* Negotiate a settlement with the TSP for the lost or damaged items identified in the claim.

Note: The TSP has the following options when making an offer:
o *Provide payment to repair or replace one or more claimed items
o Replace one or more claimed items
o Deny a claim for one or more claimed items

*  During the negotiation process, a Customer may counter any offer from a TSP, except when it’s a
Final Offer. DPS permits an unlimited number of rounds of negotiation.

» Ifa Customer cannot resolve a claim with a TSP, it is transferred to the appropriate MCO.
Following transfer, the government becomes responsible for reimbursing the Customer, and
negotiates with the TSP outside of DPS to reach a settlement.

2.2 ACCESS CLAIMS, LOSS/DAMAGE REPORTS

At any stage in the process, a DoD Customer may log into DPS, select the Claims tab, and use navigation
options to access forms used to create or view a Loss/Damage Report or a Claim.
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2.3 DPS MINIMUM SYSTEM REQUIREMENTS

DPS is a Web-based application. A workstation used to access DPS must meet the minimum software and
hardware requirements defined on the www.move.mil web site.

3 ACCESS THE CLAIMS MODULE

This section describes how to access the Claims module in DPS. To gain access to DPS, visit the
www.move.mil website for instructions on how to register and log in to DPS.

3.1 DPS HOME PAGE

The DPS Home Page is presented when a user logs into the system (see Figure 3-1, below).

% v fwa 12200031 urc 2020 agout

LeAnn Rimes MG/O-8 United States Air Force

Defense Personal Property System

rofile My Documents Useful Links  Quick Reference Guides  DPS TSP ScoreC

DPS Landing Page

Welcome to DPS

Start a New Move Shipment Management

Current Move

Customer Satisfaction Survey Claim History

Shipment Status 1-HHG: Delivered Complete

Desired Pickup Date Origin Destination ]
09 Apr 2019 Test Test @ Edit My Order/Shipment Info
Actual Pickup D CHELMSFORD, MA 01824 SAN DIEGO, CA 92104
ctual Pickup Date UNITED STATES UNITED STATES & Priot DO170T Dounsabng Cha

2019-04-08 00:00:00.0 S Pr " a

. Move Type Estimated Shipment Weight ap ’ o
Asaighid Counsace 1-HHG: Household Goods 90 1be

Total Pro-Gear Weight Actual Shipment Weight = File a Claim

Moving Company 10 Ibs - Service Member 100 Ibs
Carlyle Van Lines TEST, Inc 01bs - Spouse # Complete Survey
5688957845

Figure 3-1: DPS Home Page

The DPS Home Page presents a set of options used to access modules. To access the Claims module, select
the Claims History option at the top of the page. The system will present Recent Claims/Recent Loss
Damage Reports, which offers navigation options used to access Existing Claims and Loss/Damage
Reports. To create a new Loss/Damage Report or Claim, select the File a Claim link to begin the new LDR
or Claim process.

To close the application and end the session, select the Log Out link in the top right corner of the page.
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Dnnk sobean P

Home My Profle  MyDocoments  Useful Lisks  Quick Refacence Gus

Recent Claims Recent Loss Damage Reports

Dispiay « Show 10 v eniies
Claim Numbee LOR Number CEL Namber Stawn Creation Date Submit Date
X AGFMOODY 1 et Suomitied 23NAR 2021 22.19:48
Net Submitind ZINAR 2021230845
Submited 19 TSP 24 FEB 2021 1636 41 24 FEB 2021 16.36:15
Showing 113 of 3 entries Previous

Figure 3-2: Claims Home Page

4 FILE A LOSS/DAMAGE REPORT
A Loss/Damage Report is used to record any items that were lost or damaged during a move.

* A Loss/Damage report is not required if a claim is filed within 75 days of delivery.
* A DoD Customer may submit a Loss/Damage report after the 75-day window if the Military
Claims Office (MCO) determines there is a valid reason for not filing during the window.

+ Submitting a Loss/Damage Report initiates the claims process. A TSP will not reimburse based
on a Loss/Damage report: a DoD Customer must also file a formal claim (see Section 5, below).

4.1 CREATE A NEW LOSS/'DAMAGE REPORT
To file a report, select File a Claim option from the homepage. Select checkbox for “Acknowledgement of

Claims Disclaimer” and Select Next

Click Create LDR. Note: User will be required to Review Contact information if no LDR or Claim has
been attempted on the shipment

Select option for “Unpacking and Removal” and “Was there Loss or Damage at Delivery?”

Select Save LDR create the report
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Current Move

Shipment Status 1. HHG: Delivered Complete

AGFMO003289

Desired Plckup Date Origin Destination
09 Apr 2019 Test Test & Edit My Order/Shipment lefo
CHELMSFORD. MA 01824 SANDIEGO, CA 92104
fa pkkup S UNITED STATES UNITED STATES & Print DD1797 Counseling Checkdis!
20190408 00.00:00 0 -
camoler = Type Estmated Shipianc eight & Print DD1293 Shipment Appicatior
S s 1.HHG: Housohold Goeds %0ibs
Total Pro-Gear Weight Actuol Shi; 2 Fike a Claim
Moving Company 10 tbs - Service Member 100 bs
Carlyle Van Lincs TEST, Inc 0o - Spouse / Comgiota Survoy
5680357845

© Add another shipment

Figure 4-1: New Loss/Damage Report

4.2 ADD A LOSS/DAMAGE ITEM

To complete a Loss/Damage report, use the Add Item option to define one or more Loss/Damage Items
and any associated file attachments (i.e., to upload pictures of damage).

LOR Number LOR Creation Date LDR Status
2LF 12 AUG 2021 2¢:08:12 Not Submitted @
Unpacking and Removal

Performed e v

Show 10 v ealries

Ttem Number tem Name Inventory Number Damage Deseripton Creation Date Acton
No cata avatatic N lable

Showng 0 to 0 of 0 antros Previous  Noxt

Figure 4-2: Add Loss/Damage Item
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Enter an Item Name, Inventory Number and Damage Description. Select Save to add the item to the report.

~ tem Name

“ Inventory Number

* Damage Description

Figure 4-3: Save Loss/Damage Item

43 ADD AFILE ATTACHMENT

To attach a file to a Loss/Damage report, select Actions then Upload for an item. Next, select the Item
Miscellaneous option for Document Type.

Use the Browse button to navigate to and select a local file. Select Upload after the local file is selected.
After all items and attachments are added to the report, select the Submit button to process the report.

LDR Nursser LDR Creation Date. LR Status.
aF 13 AUG 2021 200812 Nt Submited ©

S 1101 of 1 otries 1 ow sskecRa

UNCLASSIIED! FOUOPrvacy Act Aooies
—

Figure 4-4: Add File Attachment
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Document Management

Upload Document

Document Type *
Item Miscellaneous v & Browse J al

You may either replace or supplement a previously uploaded Document.

Document Version Created Date

No data available in table

Showing 0 to O of O entries

£ | e

UNCLASSIFIED! FOUO-Privacy Act Applies

@ciose A

Figure 4-5: Select Local File

N
—Document Management

J The Item Miscellaneous document has been successfully uploaded.

Upload Document

Document Type *

- & Browse |

~ UNCLASSIFIED/ FOUO-Privacy Act Applies

@cClose

Figure 4-6: Add File Attachment
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44  SUBMIT A LOSS/DAMAGE REPORT

After completing a Loss/Damage report, the user will select the Submit option (see Figure 4-7, below).
DPS will present a confirmation box: confirm the action when prompted.

LDR Number LDR Creation Date LDR Status
2L-F 12 AUG 2021 20.08:12 Not Submitted @

Unpacking and Removal

Performed v

|12 AUG 2021 20.98:14

Showing 110 10f 1 entries 1 row seloected Previous - Next

e R —
S

Figure 4-7: Submit Loss/Damage Report

N Confirmation

You are about to submit this LDR. Are you sure you want to proceed?

1) This is not a claim but simply a notice to the TSP that you are executing your right to take up to
9 months to file a claim on these items and receive FRV.

2) Any Items found after this data will require a new AND separate LDR to be created and
submitted.

 Confirm Submit LDR to TSP

Figure 4-8: Confirm Completed Loss/Damage Form

Following submission, a user may add or delete attachments but may not add or modify any Loss/Damage
items.

If more Loss/Damage items are discovered, create another Loss/Damage report for the shipment.

To view a submitted report, select Claims History from the homepage then the Recent Loss Damage
Reports tab (see Figure 3-2, above). DPS will present the Loss/Damage Report List (see Figure 4-9,
below).
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Thu Aug 12 20:17:54 GMT 2021 Logout

Dnnk Sobe GS-15/GS15 United States Marine Corps

Defense Personal Proper.  ystem

Home My Profile My Documents  Useful Links Quick Reference Guides DPS TSP ScoreCard

Recent Claims Recent Loss Damage Reports

s L > i
LDR Number Status Creation Date Sabmit Date
2 Submitied to TSP 12 AUG 2021 20:08:12 12 AUG 2021 20:47.47
21-D Net Submtted 12 AUG 2021 195758

-4 Submitied to TSP 24 PED 2021 163417 24 PED 2021 163558

Showing 110 3 of 3 entries Previous - Next

Figure 4-9: Loss/Damage Report List

Select the linked Loss/Damage Number for a listed report to view or update the content.

4.5 CONVERTING A LOSS/DAMAGE REPORT

After submitting a Loss/Damage report to the TSP, the user has the option of converting the Loss/Damage
Report to a claim. DPS will populate the Claim Item Details with any items included in the Loss/Damage
Report. The user will select Convert to Claim.

LDR Number LDR Submission Date LDR Status

2L1 17 FEB 2021 17:47:35 Submittod to TSP @
Unpacking and Removal

Performed [

Was there Loss or Damage at Delivery?
Yes

Show 1w v enfies

Item Number Item Name Inveatory Number Damage Description Creation Date Action
1 Test Tast Tast 21 JAN 2021 150050 Actons -
Showing 1 to 1 of 1 entries Previous - Nexl

& Converl To Clam _ ® Upload Clamms Home

Figure 4-10: Convert to Claim
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Once this step is completed, the user will confirm the action when prompted. After the Loss/Damage
Report has been converted, edited, and saved, the corresponding claim will be listed in the Recent Claims
List.

Confirmation

1) You are about to convert this Loss Damage Report to a Claim. Are you sure you want to
proceed?

2) After confirming you will be brought to a claims view where additional fields will need to be
completed before the Claim can be submitted to the TSP. All required fields for your loss damage
items will display "Missing Required Fields" in red.

2 Convert LDR to Claim

Figure 4-11: Confirm Convert to Claim
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5 FILE A CLAIM

After creating a Loss/Damage report, or at any time within two years of completing a shipment, a
Customer may submit a claim for damages in DPS. While the system does allow multiple claims for a
single shipment, it is best to unpack and examine all belongings before submitting a claim.

Note: To receive Full Replacement Value for items, file a claim within nine months of the delivery date.
Claims filed more than nine months after the delivery date are subject to a depreciated valuation.

S:1 CREATE A NEW CLAIM

To start a new claim for a shipment, click File a Claim for the desired shipment on the DPS Landing page.
User will be required to acknowledge the Claim Disclaimer and click Next. DPS will present the Claims
and Loss/Damage Disclaimer page (see Figure 5-1, below).

Logent

T A9 12 2006256 ST 2001

e Drink Sobe GS-15/GS15 United States Marine Corps

Defense Personal Property System

Claims Disclaimer

You sre reguired to report all LOSS AND DAMAGE (0 the Transgonason Service Provider (TSF) (your household goods camier) WITHIN 180 DAYS OF THE DATE OF DELIVERY 10 quaify for
<f your missing o The y to make your report i to use this DP'S program. Pl et y Bit of Lading (OBL)
ounriber for your shipment, Fadurs to do 50 will resul n improper nolification of icas and damage as the comact camier will notbe notifed. You can cbtsin rour Govemment B of Lading (GEL)
number from your shipping decumants. Once you heve entered the required dats bsting all your loss end demage, you must cliok the “SUBMIT” button to progarly ransmit your nclifceSion of loss
or damage i the heusehold gonds carier, hareinafiar known 2z the Trarspodstion Sanice Previcer (TSF). TRANSMITTING YOUR LOSS AND DAMAGE REPORT DOES NOT CONSTITUTE
THE FILING OF A CLAIM
You sl raay submit your "Netfizaton of LessDamage AFTER Delvary” form tc e TSP by mad o FAX o by sttaching the form to an enssil and sanding # 15 the TSP The form shou have been
@Ivento you by the TSP at the ime of Gelfrery. I yOu 2ect o Submit the form USING One of thesa MEShods, You Must ispaich It 1o ha TSS by the 180K cay fellowing delvery, and yOu Should
ensure thet you save some prool of dispatch, e g., retum receipt, FAX confirmation sheet, or email celivery receipt. The 180-clay nobice pericd is not waiversble. However, in rare cases, your TSP
5 requined 1 coetact your Nibtary Claims Office (MCO) for » determination.
You sre required o file your CLAIM in DPS and "SUBMIT" (snce you're entered your claimed item(z). you must physically it the SUBMIT butten in the DPS system in order for pour claim fo be
zubmitind fo e TSD) 1o tha TSP within nine (0) MONTHE FROM THE DATE OF DELIVERY to qualéy for full rplacamant value (FRV) protacicn. Claims fied aRar nine (0} moaths but within
two (2) years qualdy for limited compensation from the TSP and the MCO. Any filrng sfler two (2) years will licaly resutt in the denial of your entire clsim Limvted excaptons apply 15 these timeines.
Flease contact your MCO f you have sny questiors. Plaase ersura that you use the comect Govemment Bdl of Ladng (GEL) number for your shipmant. Fadure 10 60 50 wil tesult in imgeoper
notification of loss 8nd damsge &s the comect camer Wil N1 be NOSEd. You Can obLsih your Govermment Bil of Lading (GBL) number fiom your Shipping documents.

Lirnits of Liabiity
1 you "SUBMIT™ your clairn within nine (8) ranths, the TSP's maximum labdity will be 37,500, or 8 per pound times the weight of the shipment, whichever is greater. but not more than $75,000. If
thasa limitabicns do not satisfy your loss. the g avaluate for
W you "SUBMT* your elmen atar nire (9) mentha from dalivery. bt bafors twe (2) years. the TSP is listle for only depreciated value of the 0oods. Up 10 @ Pasimvem of $1.25 per poend tmes the
et waight of your shipment

Processing Times

The TSP is required 12 pay, deny, Of make an cfer of saiement 10 you withn 30 Cays of recert for al claims valued st 1000 or less. For all cther ciams, e TSP is required 1 pay, dery. of
make &n offer of setement within 00 Jays of receipt of your compleled and substantisted claim. Completing thve required fields contained in TFS will help ensure you Nave properly submitted your
dair The TSP is aise required fo acknontedge receipt of your ciaim within 15 calendar days. The TSP s required fo issus paymert. o intate repairs of ems, within 30 days of the oaner's
acoeptance of the offer s DPS,

Settiement Offers.

Tha FRV program pretoction peovidas for tha lesser of tha repar of rapiacement 2ost of an individual 2om. Tha TSP will, ot the customer's opton. eithar rpsir 1he itemd 10 the axtert nacassary i
restore them 1o their orginel werking ccndition when received by tha TSP, or pay the customaer for the cost of such repairs. The TSP wil documant the offer o0 8 line em in DFS. Your optisns are
10 accant tha offer. maka & countar offer, or transfer the ine item or yeur ansre claim o the MCD You should recsive an amad notifisstion at 7 amal sdcress you entared inte DPS whan the TSP
coroietes sn offer in OFS soitis imoortant vour inthis svstem. However. vou are encouraned i routinely monitcr vour OPS soseunt 10 remsin undsted on the

Transtemng your ciam %o the MCO

30 days aftar you have submited yeur sonsoldated claim te tha TSP, you have tha spticn of transfarrieg your claim to your MOD and sl be aligitls for Full Replacemant Valua (FRV). Pleose ba
sware that your MCO can only prowice Emited COMPeN3ation 1 you Nkially, however, your MCO will assert an RV claim aganst your TS# for any paysbie femys). If your NCO recovers saaimonsl
monies sbove whet you were peid inialy, that smount wil be passed along to you. If you heve questicns. please cortact your MCO.

) * | canty that | have read snd understand the Claims Disclaimer

Figure 5-1: Acknowledgement of Claims Disclaimer
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\
DPS

Claims and Loss/Damage Overview

You are required to report all loss and damage o the Transportation Service Provider (TSP) within 180 days of the date of delivery to qualify for Full Replacement Value protection of your
missing or damaged items.
Please review the options below for filing a Claim, andor nctifying the TSP of your loss/damage.

A Loss/Damage Report (LDR) is your notification to the Transportation Service Provider
(TSP that you infend to file a claim for lcss or damage that has occurrad during your
shipment
An LDR sudbmitted to the TSP within 180 days of the date of delivery, allows a future
Claim to be submitted within nine (9) months from the date of delivery to qualify for Full
Replacement Value protection.
You must still submit a Claim to the TSP, as the Loss Damage Reportis a notification to
the TSP that you intend to file a future Claim.
The following information is required for each lost or damaged item to submit an LOR to
the TSP

Loss/Damaged tem Name

Inventory Number

Damage Description
During the creation of an LDR, you may save your work at anytime prior to submiting
the LDR tothe TSP.
Submitting your LDR to the TSP does NOT constitute filing a claim.
Once your LDR has been submitted, you may convert the LDR 1o a Claim for
submission to the TSP
Submitting an LDR is optional if you intend to submita Clam the TSP within 180 days
of the date of delivery.
You are permitted to submit multiple Claims/LDRs per shipment

Create LDR

—

You do NOT need to submit a separate Loss/Damage Report prior to submitting &
Claim if you are able to submit your Claim to the TSP within 180 days of the date of
delivery.
If a Loss/Damage Report has been submitted to the TSP within 180 days of the date of
delivery, you must submit a Claim to the TSP within nine (9) months of the date of
delivery to qualify for Full Replacement Value protection.
The following information is required for each lost or damaged Hem to submit a Claim to
the TSP

Loss/Damaged Item Name

Inventory Number

Damage Description

Replacement Cost/Value

Loss Type

Year Acquired if the item was acquired as a gift

Purchase Cost and Year Acquired if the item was not acquired as a gift
During the creation of a Claim, you may save your work at anytime prior to submitting it
to the TSP
Once your Claim has been submitied, the TSP is requiredto pay, deny, or make an
offer of setlement to you within 60 days of receipt of your completed and substantiated
claim
You are permitted to submit muitipie Clams/LDRs par shipment

Create Claim

Figure 5-2: Create New Claim
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Create Claim

TSP Name
CAPITOL RELOCATION SYSTEMS, INC.

TSP's Liability Limits

TSP Email
DPSProjectTestTeam@caci.com

TSP Phone
8009927844

Shipment Origin Address

CHELMSFORD,
MASSACHUSETTS 01824
UNTED STATES

Claim Number Claim Status

* Submitter's Relationship Claims Shipment Description

- Seledt - v - Select -

* Has a Quick Claims
Payment been made?

Oves Ono

1

GBL Number Pickup Date
AGFMO001171 26 Jul 2021
Shipment Weight{ibs) Delivery Date
500 28 Jul 2021
Shipment Destination Address

SAN DIEGO,

CALIFORNIA 92111

UNITED STATES

otal Claimed
D 00

unt

Comments

Figure 5-3: Update Claim Information
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Claim Number Claim Status
* Subutter's Relationship Claims Shipment Description Total Claimed Amount
NMember Cyvilkan v 0w
* Has a Quick Claims
Paymant been made?
Yes UNo
Comments
Show 10 v enties
- o Inveetony [ Lo Replacement I Prctase Your
Mt N Navber WaoModel  Descripden [ Sute Tym CostVelon O Cost Mopied Acxn
Mo Gats aradatie n Ul
Sowng 0% 0t ) eotoes
CUUFNC/OPSECPRVCY/STATIFEDCON
Figure 5-4: Save Claim
The Aug 12 202239 GNT 202t Legout
7 9 Crink Sobe GS-15/GS15 United States Marine Corps

My Documents  Useful Links

Creason Date
12 AUG 2021202218
2IMAR 2021231948
23MAR 2021230949
24rC0 2021 163641

20 PCO 2021 1030.1%

Showing 1 to 4 of 4 entries Previous - Next

Figure 5-5: View Claims
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5.2  EDIT CLAIM ITEMS

To edit a claim item, select Actions from the drop-down. Next, select Edit for an item to be modified (see
Figure 5-6, below).

After selecting Edit, the user may update a field or specific selection on the Edit Claim Item window.
Once the user has made the desired modifications, select Save to update the Claim Item data (see figure 5-
7. below).

Once the user has saved the update to the Claim Items data, they may review updated information by
selecting Actions/Edit .

Clim Number Claim Status Clalm Creation Dte

2068V Not Submited © 08 JAN 2022 22.35:18
" Submitter's Relatonship Claims Shipment Description Total CRimed Amount
$1.00000

Spouse v My Completed Shipment v

“ Mas 2 Quick Claims
Fayment bean made?

ves @®No

Comments

7/ Edit
B Delete
® Uphad

Figure 5-6: Claim Detail — Edit Claim Items

DPS will present the Add New Claim Item page for the selected item (see Figure 5-7, below).

* tem Name * Inventory Number Make/Model

chair 2334 unknown

* Item and Damage Description

missing
* Acquired Usod/Gift * Loss Type “Ts Wholo Carton mnlng’i
®nNo Oves O Damaged ©® Missing ®ves ONo
* Year Acquired * Replacement Cost/Value Currency Type * Purchase Cost
2014 100 Dollar - USD - Unitec\v 100
Item Comments

Figure 5-7: Add/Update Claim Items
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After entering or selecting values for all required values and entering any optional information (such as a
comment), select Save to update the claim record.
5.3 ADD CLAIM ITEMS

In addition to items imported from a Loss/Damage report, claim items are added from the Claim Detail

page. Select the Add Item option. DPS will present the Add New Claim Item window option (see Figure
5-8. below).

Claim Number Claim Status Ciaim Creation Date
2068V Nol Susmed © U5 JAN 2022 22:33.18
* Submitter's Relationship Claims Shipment Description Total Claimed Amount

Spouse v My Completed Shipment v $100000

* Has 3 Quick Claims

Payment been made?

JYes @
Comments

I D)

Figure 5-8: Claim Detail — Add Claim Items

DPS will present the Add/Update Claim Item page (see Figure 5-9. below).

To populate a new claim item, enter values for all required fields in the Add New Claim Item window.
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“ Inventory Number WMake/Model

“ Item Name
chair 2534 unknown

* Item and Damage Description
o —

* Is Whole Carton Missing?

* Acquired Used/Gift " Loss Type

@ No Oves Cpamaged @ Missing ®ves ONo

* Year Acquired * Replacement CostValue Currency Type * Purchase Cost
2014 100 Dollar - USD - Unitec v 100

Item Comments

|—

Figure 5-9: Add/Update Claim Item

After entering all required values, and any optional information (such as a comment), select Save to update
the claim record and return to the Claim Detail page.

5.4  ADD FILE ATTACHMENTS
To attach a file to a claim, the user will select Actions then Upload for a Claim Item. DPS will present a

pop-up window for this action. (see Figure 5-10, below).

LDR Croation Date LDR Status

LOR Number
2F 12 AUG 2021 2008 12 Not Submited @

Unpacking and Removal

Pestormed

Showng 110 1.0f 1 0ntnos 1 Hw Sokctod

UNCLASSIFIED FOUO-Prvacy Act ADOhes
e

Figure 5-10: Add File Attachment
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DPS will present Document Management to browse for a file. User will click the Browse button to
navigate and select a local file. Once a local file has been chosen, click Upload to attach the desired file.
(see Figure 5-11, below)

Document Management

Upload Document

Document Type *
item Miscellaneous -| [ Browse | .I_
You may either repiace or supplement a previously uploaded Document.
Document Version Created Date
No data available in table
Showing 0 to 0 of 0 entnes

= | 4

UNCLASSIFIED/ FOUO-Privacy Act Applies

@ciose

Figure 5-11: Upload Attachment

DPS will, then, present a confirmation of attachment upload.

N
Document Management

” The ltem Miscellaneous d t has been successfully uploaded. —

Upload Document

Document Type *
v l & Browse ’

UNCLASSIFIED/ FOUO-Privacy Act Applies

Q@ciose

Figure 5-12: Confirmation of Upload
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5.5 SUBMIT A CLAIM

After entering all items and attaching all files, select the Submit to TSP option to route the claim to the
TSP for a response. Confirm the action when prompted (see Figure 5-13, below).

Confirmation

You are about to submit this Claim, Are you sure you want to proceed?

1) Attention Claimant - You may transfer all or part of your claim to the Miltary Claims Offica (MCO) in OPS if you are dissatisfiad with the TSP's handing of your aim or, mare than 3) days have
elapsed since you submitied your dlaim in DPS.

2) As a reminder DPS will send you an email f the TSP has not iniliated action on your claim

Figure 5-13: Submit Claim to TSP

A verification message is presented if all criteria are met. Validate the action by selecting the Confirm
Submit Claim to TSP message box to complete the process.

If any error messages are presented, follow the instructions to modify the claim as required. Following
submission of a claim, the TSP responsible for the shipment will receive an email notification and begin
processing the claim. The status of the claim changes to Submitted, and the option to add claim items is
no longer available.

NOTE: If more items lost or damaged items are discovered, file another claim for the shipment. Also, the
BOL/GBL number selected for the claim is read-only following submission. If the wrong BOL/GBL
value is selected, create a new claim for the correct BOL/GBL.

January 21, 2022 36 DCN: 20492-0004-00-04-021



DPS Claims Management User Guide — DoD Customer

5.6 VIEW CLAIMS

To access a submitted claim, use the Claims History option at the top of the DPS Landing page. DPS will
present the Recent Claims/Recent Loss Damage Report page (see Figure 5-14, below).

Frs Aug 13 15:50:12 GNT 2021 Logost

ik Drink Sobe GS-15/G815 United States Marine Corps

Homse MyProfile My Documeats Usefol Links  Quick Refereace Guides  DPS TSP ScoreCard

Display « Show 10 v enties

Claim Nurmbet LOR Nurmber GBL Number Status Creation Date Submit Date
K AGFMO001153 Not Submtiad 13AUG 2021 152557
AGFN00D1153 Not Submitied 12AUG 2021 202216
Not Submetied Z3NAR 2021 2319.48
Not Submetied Z3NAR 2021 23:09.49
AGFMO0 101 Subnitted bo TSP 24FEB2021 163641 24 FEB 2021 163815
Showing 1105 of 5 entrles Previous . Next

Figure 5-14: View All Claims

5.7 PRINT A CLAIM
To create a printed record of the items included in a claim, select the Print option at the bottom of the

Claim Detail page for a selected claim (see Figure 5-15, below). DPS will present a Claims Report view.

Claim Number Claim Status Claim Creation Date

2c68Y Not Submes @ 03 JAN 2022 22 3918

© Submater's Relatenship Claims Shipmant Description Tola Claimed Amount
Spouse v My Completed Shipment vt | MoK

* Has a Quick Claims.
Paymaent been mace?

Yes o

Comments.

Showg 1101 811 erives 1 row aclecied . e
A S T

Figure 5-15: Print Claim
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6 NEGOTIATE A SETTLEMENT

After a claim is filed, the Transportation Service Provider (TSP) responsible for the associated shipment
reviews the claim. In response to each item, a TSP may deny the claim or offer a payment to repair or
replace the item. A Customer may accept an offer from a TSP or submit a counter-offer to the TSP.

» Ifa Customer submits a counter-offer, a TSP may or may not respond with an offer for the same
amount. If the TSP does not respond to the counter-offer, a Customer may transfer the claim to a
Military Claims Office (MCO) for resolution.

* Ifa TSP denies a claim, a Customer may transfer the claim to a Military Claims Office (MCO) for
resolution.

6.1 RESPOND TO A CLAIM OFFER

When a TSP submits an offer for a claim item, DPS sends an email notification to the Customer, who may:
1) Accept the Offer, 2) Submit a counter-offer to the TSP, or 3) Transfer the Claim to an MCO.

» Ifthe offer is accepted (see 6.1.1, below), the TSP will contact the Customer off-line to arrange for
payment, replacement, or repair of the item after all items in the claim are resolved.

» If'the offer is not acceptable, a Customer may issue a counter-offer to the TSP, who may or may
not respond to the offer (see 6.1.2, below).

* Ifan offer is not acceptable, and 1) the TSP will not respond to a counter-offer, 2) the TSP has
issued its final offer, or 3) the TSP has denied a claim, a Customer may transfer a claim item, or
the entire claim, to the MCO for resolution.

6.1.1 Accept an Offer

If a TSP posts an offer, and it is acceptable, navigate to the claim in DPS, click Actions and then select
Details for the item. (see Figure 6-1, below).

Next, select Accept Offer and Submit Response to TSP (see figure 6-2, below).
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Claim Number
1-25404L

Submitters Relatonship
MemberCviizn

Has a Quick Claims
Payment been made?

[Tohvisin 123233213
v

] oo chair  J4BAW

Shoving 110 4l desiries 1 1o sabcnd

@ Transfer toMCO

Claim Status Clam Creation Date Chaim Submission ate
Updeed oy TSP @ HAFR 2019162830 18 JUN 2021 000000
Claims Shipment Descriptin Total Claimed Amcunt

My Compieed Stigmert $1.999.00

G 00728
PUGNT

QA 2150728

BI0USD

= Details

Ieen
PUGNT Sty MO0
- o :uﬁa;:mn T TR @ Transfer to MJO
@ Upload
m cha vhed ecke :u";;"“ '"'“s qog DN 51000 OViey

Hedt

Figure 6-1: Item Details
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TSP Offer

Offer Amount USD Offer Type Final Offer Transferred to MCO
$850.00 Repair No No

TSP Remarks Denied Remarks

Customer Responsé
Offer Response

® Accept Offer O Counter Offer _

Offer State Offer Type Offered $ Final Offer Date Remarks Accepted
Offer Repair $850.00 No 13 Aug 2021 04:01 PM GMT No
Showing 1 to 1 of 1 entries Previous - Next

X Submit Response to TSP B

Figure 6-2: Accept Offer

When an offer is accepted, the status of the Claim Item changes from Offer Made to Item Settled, and the
value for the Accepted changes from N to Y (indicating Yes).

Note: The value presented in the TSP Offer section on the Claim Detail page indicates if the offer is for
payment, replacement, or repair. The Remarks field may contain additional comments about an offer.

If a TSP denies a claim item, an Item Status of Denied is presented in the Claim Detail page the only
action open to a Customer for a denied claim item is to transfer it to a MCO for resolution (see 6.1.3,
below).

6.1.2 Make a Counter-Offer

To make a counter-offer in response to an offer received from a TSP, select the claim item in the Claim
page, and select the Counter-Offer option in the Customer Response field. (see Figure 6-3, below).
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TSP Offer
Offer Amount USD Offer Type Final Offer Transferred to MCO
$850.00 Repair No No
TSP Remarks Denied Remarks
Customer Response
Offer Response * Offer Type * Counter Offer Amount

Onmon] Somecre | .|

Item Offer Comments k

Offer State Offer Type Offered § Final Offer Date Remarks Accepted
Offer Repair §850.00 No 13 Aug 2021 04:01 PM GMT No
Showing 110 1 of 1 entries Previous n Next

& Submit Response to TSP

Figure 6-3: Select Counter-Offer

To counter the TSP offer. enter a value and select Save.

TSP Offer

Oftwr Amount USD Ofter Type
3850 00

TSP Remarks

Final Offer

Transterred to MCO
Repair No

No
Denied Remarks

Customer Response
Offer Response COfter Typeo

© Counter Offer Amount
O Accept Offer @ Counter ONter

Repair ~ 1000 00| ot
Hum Offer Commants L

Disptay ~ ]
Ottar State Offer Type Offerad $ Finat Ottar Date Remarks Accoptoa
Offer Ropaic $850.00 No 13 Aug 2021 04.01 PM GMT No
Showing 1101 of 1 entrles Previous - Ne

Figure 6-4: Submit Counter-Offer
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DPS will notify the TSP of the counter-offer, and the item status will be set to Item Submitted (see Figure
6-5, below).

Claim Number Claim Status Claim Creation Date Claim Submission Date
2C-6BV Upaated by Cusiomer @ 05 JAN 2022 22.:39.18 05 JAN 2022 23.04.15
Submitter's Relationship Claims Shipment Description Total Claimed Amount
Spouse My Completed Shipment $1,000.00

Has a Quick Claims

Payment been made?

No
Comments

S Jan 2022 10:41
PM GMT

Showing 110 1 of 1 entries 1 row selected Prevoos I = Details
® Upoad

Figure 6-5: Updated Claim Detail Page

Customer Response

Offer Response Offer Type Counter Offer Amount
Counter Offer Repair 125.00

Display ~

Offer State Offer Type Offered $ Final Offer Date
Counter Offer Repair $125.00 No 5 Jan 2022 11.03 PM GMT No
Offer Repair $100.00 No §Jan 2022 11:02 PM GMT No

Showing 110 2 of 2 entries Previous - Next

Figure 6-6: Counter-Offer Listing
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A TSP does not “accept” a counter-offer in DPS — they review it, and then may enter a new offer that a
Customer may accept. A TSP and a Customer can enter any number of offers and counter offers until a
settlement is reached.

A TSP can signal the end of negotiations by indicating that an offer is “Final.” If the value in the Final TSP
Offer column is “Yes,” no additional negotiation is accepted. A Customer may either accept the final offer
or transfer the claim to a MCO for resolution.

6.1.3 Transfer to MCO
A Customer may transfer a claim item or an entire claim to a Military Claim Office (MCO) for resolution.
The claim or claim item, once transferred, is managed by the MCO, which handles any reimbursement.

» To transfer an entire claim to an MCO, select the Transfer Claim to MCO option in the Claim
Detail page for a submitted claim.

» To transfer a claim item to an MCO, select a claim item, and then select the Transfer Item to
MCO Actions option in the Claim Detail page for a submitted claim.

DPS will present a confirmation message that details the legal consequences of the transfer. Confirm the
action to complete the transfer. Following the transfer, contact the MCO to validate receipt of the transfer
and a timetable or resolution.

Figure 6-7: Claim Detail — Transfer to MCO

Claims transferred to a MCO are eligible for full replacement value. In some cases, however, a Customer
may receive a depreciated value if the SDDC issues a notification that the TSP is in bankruptcy, placed in
permanent world-wide Non-Use status, or has failed to comply with the catastrophic loss or essential items
provisions as verified by the Military Claims Office.

7 RECORD PAYMENT ACTIVITY

After a claim is settled, a TSP is expected to deliver payment within thirty (30) days. Customers may
update a claim in DPS by selecting a Non-Payment option for a claim if no payment is received after thirty
days (see Figure 7-1, below).

To record payment activity, open the Claim Detail page for a settled claim and:

1. Select the Non-Payment option to indicate that no payment has been made.
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Claim Number
2c-68V

Submitter's Relationship
Spouse

Has a Quick Claims
Payment been made?

Showing 11 1.0 1 eniries

Mom Mo twentary
Number Name Nomber
1 sofa 223

Claim Status
Claim Settled @

Claims Shipment Description
My Completed Shipment

Darage Creation
MakeModel Description Date
. S Jan 2022 1041
—_— P oMY

—

Claim Creation Date
05 JAN 2022 22:39:18

Total Claimed Amount
$1,000.00

Loss

Roplacement
Status  Type  CostValue

Item Setsed Damaged $1,00000

Claim Submission Date
05 JAN 2022 23:04.15

Show 10 v eniries
TSP Purchase Yoor
Offer Cost Acquired Action
SL10000  106000USD 2014
Previoss . Ned

[0ms [ ovie I correne |

Figure 7-1: Claim Detail — Non-Payment Option

After selecting the Non-Payment option, confirm the action when prompted. DPS will send an email
reminder notification to the TSP.

After reviewing the Non-Payment option, select the option to return to Claims Home.
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8 APPENDIX A: ACRONYMS AND ABBREVIATIONS

Acronym Definition

DCN Document Control Number

DoD Department of Defense

DPS Defense Personal Property System

JPPSO Joint Personal Property Shipping Office

PEO-T Program Executive Office - TRANSCOM
PPSO Personal Property Shipping Office

SDDC Surface Deployment and Distribution Command
TSP Transportation Service Provider
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