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3. User will receive a message confirming Item Miscellaneous document has been successfully uploaded.  
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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 (MCO) 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 after 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 
on how to file a Loss/Damage Report.    

   
Step 2: File a Claim – To receive Full Replacement Value (FRV) for a lost or 
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 
offer within 60 days of receiving a claim. See Section 6 of this guide for 
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 
negotiations fail, elevate the claim to a Military Claims Office (MCO). See 
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.   

• If a 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).    

 
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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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.    

• If a 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.   

• If a 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.   

• If the 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).   

• If an 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).  


















