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1 CLAIMS AT A GLANCE

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

CREATE A LOSS/DAMAGE REPORT SECTION 4.1

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. Login to DPS and select the Claims tab.

2. Select the Start My Loss and Damage Report link.

3. On the Loss/Damage Reports page, select the icon in the BOL/GBL Number field.
DPS will present a pop-up window with a list of shipments.

4. Select a listed shipment in the pop-up window, and then select the option.
DPS will populate the record with information about the selected shipment

5. Select to create the report.
s U e Tl
e oem =

Home Self Counseling Shipment Management ‘Customer Satisfaction Survey [CSS] Consignment Guide Training DPS User Satisfaction

il sl - Select Link

READ THESE INSTRUCTIONS FIRST!
Welcome to your Claims Home Page. " Start My Lossand
1. You should notify the Transportation Service Provider (TSP) (the Moving Company) of any loss or damage to Damage Report

your personal property within 75 days of the delivery of your shipment.

. = p- : 5
se operty L PS B el %
s S S . - CRGH O et Gl
Home  Self Counseling  Shipment Management Customer Satisfaction Survey [CSS] ~ Claims  Consignment Guide  Training DPS User Satisfaction
s/Damage sorts ot b
Select BOL/GBL
SAVE CANCEL
Loss/Damage Number: % | 1-1Y64E1 Delivery Date: 3| Loss Damage Delay Reason: i
BOL/GBLNumber: % @] Loss or Damage at Delivery?s v Delay Reason Description:
TSP Reference No.: Unpacking and Removal:
Shipments X
) 12012
S0GL Number - |Customer RarkiPay Grade. ~ |DoD Cutorer Rank®|Shipment Status ~ Shipment Type * |DeliveryDate Shipment Destinatin |shipment Origin~ |Weight
AGFMD001021 Elaine Benes MAJ/O-4 MAJS Delivered dHHG 10/10/2016 355 E. Grand MIAM...202 S. Main CHEL... 1,500
AGFMD001022 \E\alr‘e Benes MAJ/O-4 MAJ Delivered dHHG 10/10/2016 CARLYLE VAN LINE... CLYL 355 £. Grand MIAM...202 S. Main CHEL.. 1,000
Select Shipment "
Pick Shipment —> |pick|| concel
Home Self Counseling. Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction

Claims Home ~ Covering Claims Report

age Reports Select Save tofte > "

Loss/Damage Number:* | 1-1Y64FP Delivery Date: | 10/10/2016 ® Loss Damage Delay Reason:

BOL/GBLNumber: %  AGFM0001021 @ Loss or Damage at Delivery?k Y *  Delay Reason Description:
TSP Reference No.: Unpacking and Removal:  Performed -
Damage identified day after delivery
Comments

(255 characters maximum):

February 27,2017 5 Contract Number: HC1028-08-D-2016-6S01
DCN: 07974-0023-04-04-1063
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CREATE A LOSS/DAMAGE REPORT SECTION 4.2 AND 4.3

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

Loss/Damage Reports 1o0f1
[0
Loss/Damage Number:  1-1764F] Delivery Date: | 10/10/2016 (3 Loss Damage Delay Reason: v
BOL/GBL Number: AGFMOGD1021 @] Loss or Da =7 iz Foss =
Tsereference. Salect Submit Unpac| | add/Update Loss/Damage Items
==
Damage Identified day after delivery
Item Name:*  Dining Room Chair
Select Save Enter ltem Name,
tem Creation Date: % 0/10/2016
Inventory Number
DoD Cust ID Number:  XX-XX-1515 S ey ! "
g e and Description
Dining room chair with broken leg
Rank/Pay Grade: Damisge De<criptions
DoD Customer Rank: | 7775521515
Select Add s
id/Update Loss/Damage Items E e AT
item Item Name Inventory Number Loss/Damage Description Item Creation Date
1 Dining Room Chair 1005 Dining room chair with broken leg 10/10/2016
Select winchment - S@lect Browse
File Attachments Name \ Pl e specify a File Name or URL: \ No Rﬂmﬁﬁ
Attach Attachment Name: % kenchair j‘ = brokenchair. JPC Browse...
chn
Select Add ) ,
Select ™ © Select Add — [ [
Save wified:  10/10/2016 P
Comments:

Select the @ option for a Loss/Damage item. DPS will present a form.

Enter an Item Name and Loss/Damage Description (required), and, if available, an Inventory Number
assigned to the lost or damaged item. Select the option to update the Report.

Select an item, and then select the @ option for a File attachment in the Loss/Damage Report
window. DPS will present a File Attachments form.

Use the option to navigate to and select a local file. Select the @ option to upload the file
and associate with an item.

After all items and attachments are added to the report, select the option to process the report.

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

February 27,2017 6 Contract Number: HC1028-08-D-2016-6S01

DCN: 07974-0023-04-04-1063



DPS Claims Management User Guide — DoD Customer

FIiLE A CLAIM

To file a new claim:

SECTION 5.1

1. Login to DPS and select the Claims tab.

Select the |Start My Claim| option.

On the Claim page, select the icon in the BOL/GBL Number field. DPS will present a pop-up

window with a list of shipments.

relationship values.

Select a listed shipment in the pop-up window, and then select the option.
Select the icon in the Submitter’s Relationship field. DPS will present a pop-up window with a list of

Select a relationship value (self, spouse, etc.) and then select the option.
Select to create the claim record.

[ =
R
Ed Navig: e s Help ¥ ® 1or1012016 6:00:00 M Saved Queries [v]
Home  Self Counseling  Shipment Management  Customer Satisfaction Survey [CSS] - Consignment Guide  Training  DPS User Satisfaction
o ns Report
READ THESE INSTRUCTIONS FIRST!

Welcome to your Claims Home Page. " Start My Loss and
1. You should netify the Transportation Service Provider (TSP) (the Moving Company) of any loss or damage to Damage Report
your personal property within 75 days of the delivery of your shipment.
2. There are two ways to notify the Moving Company of any Loss or Damage to your personal property, but only VIEW MY LOSS AND DAMAGE REPORT
one way to file a claim.
a. Loss and Damage Report. Using forms provided by the Moving Company, you can notify ! H 4
damage at the time of delivery and/or after the delivery. You can also file a Loss/Damage SEIeCt I'mk T
Claims Module. Note: You do not have to file a Loss/Damage Report as long as you file you, v rrasims (v ways
of the delivery of your shipment. Submitting a Loss/Damage Report does not constitute filing a claun
b. Filing Your Claim. You must file your Claim in the DPS Claims Module. To prepare to file yuur claim, you W|ll
need w wi ms wers inve mber r
cost
subnt | Clajm
B. S Claim &% | 1-1Y64K5 Claim Creation Date: | 10/10/2016 =]
W
4. w] |Claimant Information

Shipments

2=y Select Shipment 1-2002

BOU/GEL Number stomer Rank/Pay Grade DoD Customer Rank - |Shipment Status Shipment Type Delivery Date

AGFMO001021 Elaine Benes MAJIO-4 My Detivered dHHG 10/10/2016

AGFM0001022 Elaine Benes MAJ/O-4 MA) Delivered 4HHG 10/10/2016 CARLYLE VAN LINES... CLYL

< >

Pick Shipment — pick || cancet

Select BOL/GBL

BOL/GBLNumber:k  AGFMO001021 3

Claims
— «— Select Relationship

Submitter's Relationship:x | Member/Civilian

TSP Claim Numbers Submitter's Relationship
TSP Liability Limits: | 6,000.00
Query Find Submitter’s Relal v Starting with Go| 1-40f4
*Quick Claims Payment made?: | N Submitter’s Relationship / Select Option
Quick Claims Pa]| Member/Civilian
Dollar amount of Quick Claims payment: Spouse
Family Member
Power of Attorey
Item List for Quick Claims:
< >

Pick Relationship = [pic || cancel

Shipment Destination:

Save Record

m CANCEL % IMPORT LOSS/DAMAGE ITEMS

February 27, 2017

Contract Number: HC1028-08-D-2016-6S01

DCN: 07974-0023-04-04-1063
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FiLE A CLAIM — IMPORT ITEMS SECTION 5.2,

1. Select the [mport Loss/ Damage Items option to populate a new claim with items.

2. Select an imported item and then select the [Edit Claim Items| option to access the Add/Update Claim
Item page.

3. Enter values for all required fields.

4. Select to update the Claim Item data.

i Select Import Loss/
m * IMPORT LOSS/DAMAGE ITEMS Damage Items
1-1764K5 AGFM0001021

BOL/GBL Number:

Claim £:

C3 Shipment Destination: 355 E. Grand

Claim A

m ~EDIT 'DELETE " PRINT CLAIM

Q Claim #: 1-1Y64K5 BOL/GBL Number: AG &) Shipment Destination:
Claim Creation Date: B Claims Shipment Description: - MIAMI, FL 33102 UNITED S
Claim Status: v TSP Claim Number:
e e
Select
Qui v

ick i ¢
Claim Item

| Add/Update Klaim Items SRSt BaIa ] DELETE w EDIT CLAIM ITEMS

Item Item Na Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
| Dining Room Chair Demand Pending 1005
< Add/Update Claim Items
SAVE CANCEL
Upload File Attachmer T Item Name: Dining Room Chair T Claimed Amount:* $100.00 =
Attachment Name: Typel Select Item Description:*  Bentwood chair Recovery Date: ()
brokenchair JPG Inventory Number: 1005 Recovery Amount: =]
Save
Item Status: Demand Pending - Acquired Used?: & N -
< . N e >
Loss Type: Damaged v Purchase Cost: % $125.00 =
Make/Model: Purchase Year(nY):* 2015
* Did carton have damage?: N -

Enter all required () fields

Is whole carton missing?: N v

Dining Room chair with broken leg
Damage Description
(250 characters maximum):

Comment
(255 characters maximum):

Denied Remark:

February 27,2017 8 Contract Number: HC1028-08-D-2016-6S01
DCN: 07974-0023-04-04-1063
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FiLe A CLAIM — ADD ITEMS SECTION 5.4

1. Select the [Add Claim Items| option. DPS will present the Add/Update Claim Items options.

2. Select the icon in the Item Name field.

DPS presents a pop-up window listing items associated with the shipment.
3. Select a listed item, and then select the option.
4. Enter values for all required fields in the Add/Update Claim Items page.

5. Select to update the Claim Item data.

lair A
o
Claim #: 1-1Y64K5 BOL/GBL Number: AGFMO0001021 T Shipment Destination:
Claim Creation Date: B Claims Shipment Description: » L D
Claim Status: TSP Claim Number:
Comments:
Quick Claims Payment made?: \ ¢ .
3 Pt Select Add Claim Items
Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
1 Dining Room Chair YT e e 1005
i s Select Item Name
|
T Item Name: Stereo < Claimed Amount: * $125.00 L]
Select Enter all required (%) fields
Save P N -
175.00 ]
008
Didl carte
hols x
Quen Find| ltemName  x +| Starting with “sors
b mer b d speak pushed E =
0 ”'“":/ Select Item
. m no longer manufactured Television
55 maimu Select Pick b [pick| | cancel
February 27, 2017 9 Contract Number: HC1028-08-D-2016-6S01
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FiLE A CLAIM — ADD FILE ATTACHMENTS

SECTION 5.5

1. Select a Claim Item, and then select the [Add]Joption under the Upload File Attachments.

DPS will present a pop-up window.

URL for a file hosted on the Internet.
3. Select to upload the file or update the Claim Item record with the URL.

Select the option in the Add Attachment pop-up window and select a local file, or enter a

2 Stereo
1 / Dining Room Chair

ADD CLAIM ITEMS

Item Item Name Item Description
Speaker

Bentwood chair

Select Claim Item

DPS Demand/Offer Number | item Name TSP Action

DELETE SEARCH
Purchase Cost

$175.00
$125.00

TSP Offer

EDIT CLAIM ITEMS

Purchase Year(YYYY) Item Status Claimed Amount
2008 Demand Pending §125.00
2015 Demand Pending $100.00

Amount demanded of TSP | Amount paid to DoD customer. | DOD Customer Counter

Select Browse

Select Add \

apts m

ad File Attac

Attachment Name Size (In Bytes))

Type

SUBMIT CLAIMTO TSP

Upload File Attachments
nve
;‘!:%v\av: Name:% | speaker

Select v+
Save ..

Comments:

and Select File

a File Name or URL
speaker JPG

Browse...

‘:Select Add — o

FiLE A CLAIM — SuBMIT CLAIM

SECTION 5.6

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

Add/Update Claim Items ADD CLAIM.ITEHS-‘ DELETE SEARCH EDIT CLAIM ITEMS

Upload File Attachments

Attachment Name

speaker

Claimed Amount Loss Type Inventory Number

Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status
Stereo Speaker 5175.00 2008 Demand Pending $125.00 Damaged 1008
Dining Room Chair Bentwood chair $125.00 2015 Demand Pending $100.00 Damaged 1005
i 1
e (D D D
Confirm xX
Type Size (In Bytes) Modified
PG 385 10/12/2016 08:21:05 Have you listed all your damaged or missing items in the Claim and are you ready to submit it to the TSP?
Confirm Action —> Can

ST < Select Submit
SUBMIT CLAIMTO TSP

February 27, 2017

Contract Number: HC1028-08-D-2016-6S01
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RESPOND TO A CLAIM OFFER SECTION 6.1

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, take the following steps:

Navigate to the claim in DPS. Select the Claims tab, and then use View My Claims options.
Review the listed TSP Offer for a claim item.

Select the |Accept Offer joption OR
If the offer is not acceptable, select the (Counter Offer) option.

On the Demand/Offer page, take the following steps:

1
2
3. Select the Claim Item, if more than one item is listed.
4
5

6. Enter a dollar amount in the DoD Customer Counter Offer field.

7. Select the option.

Claim ~
TEDIT PRINT CLAIM
Claim #: 1-1Y64K5 BOL/GBL Number: AGFMO001021 Cy Shipment Destination:
Claim Creation Date: B3| Claims Shipment Description: v MIAMI, FL 33102 UNITED S
Claim Status: v TSP Claim Number:
Comments:

Quick Claims Payment made?: | N =

Add/Update Claim Items SEARCH TRANSFER ITEM TO MCO
Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
1 Dining Room Chair Bentwood chair $125.00 2015 Offer Pending $100.00 Damaged 1005
2 Stereo Speaker $175.00 2008 Offer Pending $125.00 Damaged 1008

Select Counter Offer

/ e Select Accept Offer  « « » «
DPS Demand/Offer Number | TSP Action Item Name TSP Offer Amount demanded of TSP Amount paid to DoD customer DOD Customer Counter Offer Final TSP Offer?
1 —-  Stere $85.00 2
Select iram = % 4= Review TSP Offer

Demand/Offer

Select
Save

[ ]

o3

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.

February 27, 2017 11 Contract Number: HC1028-08-D-2016-6S01
DCN: 07974-0023-04-04-1063
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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 lost 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.

DoD Customers may file a Claim for up to two years after the delivery date of a shipment. To remain
eligible for the Full Replacement Value (FRV) — replacement of, or full payment to replace any lost or
damaged items — DoD Customers must file a claim in DPS within nine months of the delivery date.
Claims filed affer nine months are subject to lower settlement amounts.

A TSP must settle or extend a final offer within 60 days. A DoD Customer may, however, transfer a claim
to a MCO after 30 days for any reason. Claims transferred immediately are eligible for FRV after:
1. Notice that a TSP has made a final offer on the claim or denied it in full.

2. Notification by Military Surface Deployment and Distribution Command (SDDC) that the TSP is
in bankruptcy.

3. Notification that the TSP has been placed in permanent, world-wide Non-Use by SDDC.
4. The TSP fails to comply with the catastrophic loss provisions as verified by the MCO.
5. 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:

Step 1: File a Loss/Damage Report — Create a record of lost or damaged File a Loss/
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.

Damage Report

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

L . . o . Resolve a
negotiations fail, elevate the claim to a Military Claims Office (MCO). See Clai
Section 7 of this guide for instructions on how to resolve a Claim. R
February 27, 2017 12 Contract Number: HC1028-08-D-2016-6S01

DCN: 07974-0023-04-04-1063



DPS Claims Management User Guide — DoD Customer

2.1

THE CLAIMS PROCESS

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

2.2

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. If a
claim is filed within 75 days of delivery, a Loss/Damage Report is not necessary.

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. 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.

When a MCO settles a claim, they update DPS to record the amount paid.

ACCESS CLAIMS, LOSS/DAMAGE OR INSPECTION 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.

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.

February 27, 2017 13 Contract Number: HC1028-08-D-2016-6S01

DCN: 07974-0023-04-04-1063



DPS Claims Management User Guide — DoD Customer

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).

File Edit View Navigate Tools Saved Queries

|

Query D 10/10/2016 6:00:00 PM

Home | Self Counseling  Shipment Customer S

R

The Defense Personal Property System (DPS), is an automated system developed to help simplify the move
process. As the DoD Customer, you have 24-hour access to its many features such as counseling, shipment
tracking, and claims settlement. Below is a section that contains Quick Reference Guides, to assist you with
your online shipment application, and Online Brochures, to assist you with your actual move.

What you will need to Get Started
You will need the following information in order to complete the self-counseling application:

Welcome Elaine Benes 2LT/0-4, of Air Force

Step 2: Self Counseling

. Hard Copy of Orders or a Letter-in-Lieu

. Your Contact information

. Pick-up and Delivery (if known) information

. Proof of Dependents (if applicable)

. Power of Attorney (if person completing application is not the customer)
. Firearm information (if applicable)

. Motorcycle information (if applicable)

. Privately Owned Vehicle information (if applicable)

Step 3: Shipment Management

0N R WN S

Customer Satisfaction
(Css)

Step 4:
Quick Reference Surveys

+ Weight Estimator Calculator

« Counseling Guide

Step 5: Claims

+ Shipment Management Guide

+ Claims Guide

Survey [CSS] Consignment Guide | Training | DPS User Satisfaction

Process to Complete your Shipments from Start to Finish

Step 1: Please Click Here >>> United States Air Force Information

To Begin

Self Counseling
Click Here

Figure 3-1: DPS Home Page

The DPS Home Page presents a series of tabs used to access modules. To access the Claims module,
select the Claims tab at the top of the page. The system will present the Claims Home Page, which offers
navigation options used to create or view a loss/damage reports and claims (see Figure 3-2, below).

To close the application and end the session, select Log Out from the File menu located in the top left

corner of the page or use the Ctrl+Shift+X keyboard shortcut.

ms Report

READ THESE INSTRUCTIONS FIRST!

Welcome to your Claims Home Page.

. You should notify the Transportation Service Provider (TSP) (the Moving Company) of any loss or damage to
our personal property within 75 days of the delivery of your shipment.

2. There are two ways to notify the Moving Company of any Loss or Damage to your personal property, but only

File Edit View Navigte Query Took Help M ® 1or10r2016 s:00:00 P Saved Queries [v]
Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction
Coveriny

~ Start My Loss and

Damage Report
= =

VIEW MY LOSS AND DAMAGE REPORT

one way to file a claim.

a. Loss and Damage Report. Using forms provided by the Moving Company, you can notify them of your loss or
damage at the time of delivery and/or after the delivery. You can also file a Loss/Damage Report in the DPS
Claims Module. Note: You do not have to file a Loss/Damage Report as long as you file your Claim within 75 days
of the delivery of your shipment. Submitting a Loss/Damage Report does not constitute filing a claim.

b. Filing Your Claim. You must file your Claim in the DPS Claims Module. To prepare to file your claim, you will A
need to know what items were lost or damaged to include the inventory number, year of purchase, and purchase
cost. Pictures of damaged items can be uploaded into the DPS Claims Module. Once your Claim has been
submitted, your Moving Company will contact you with an email within 30 days to complete the Claims process.

-~

VIEW MY CLAIM

3. Step-by-step instructions for both Loss/Damage Report notification and how to file your Claim are located at
wivew . move. mil .

4. V/e are currently working to improve the Claims process, and we appreciate your feedback.

Vad

Help

e |

Figure 3-2: Claims Home Page
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4 FILE A LOSS/DAMAGE REPORT
A Loss/Damage Report is used to record any items that were lost or damaged during a move.
e A Loss/Damage report is not required if a claim is filed within 75 days of delivery.

e 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 (e.g.,
hospitalization).

e 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 REPORT

To file a report, select the [Start My Loss and Damage Report| option presented on the Claims Home Page
(see Figure 3-2, above). DPS will present the Loss/Damage Reports page (see Figure 4-1, below).

R |7 TV NG P '
TR ey ( p?ﬁ%! : b ::-,ﬁiﬁ f &E.
v C 2 <]

Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Consignment Guide Training DPS User Satisfaction

Claim Services

oss/Da nber: 64

> Loss/Damage Report Detail

spection Reports

X Help Links

Select the hyperlink below that best
Query 1-20f2 | corresponds to the action you would
initiate.

like to initiate

BOL/GEL Number . |Customer Rank/Pay Grade DoD Customer Rank |Shipment Status  |Shipment Type ~ |Delivery Date | TSP Name SCAC © |Shipment Destination (Shipment Origin Weight

150 |

HEL.. 1,000

MAJ/O-4 MAJ Delivered dHHG CARLYLE VAN LINE..CLYL 355 E. Gram -2025. M

MAJ/0-4 MAJ Delivered dHHG 10/10/2016  CARLYLEVANLINE..CLYL 355 E. Gr

< >

= Cancel

Figure 4-1: New Loss/Damage Report — Select BOL/GBL

To begin, select the icon in the BOL/GBL Number field to identify the shipment associated with the
report. In the pop-up window, select a row and then select the option. Confirm the choice when
prompted. DPS will populate the form with shipment data (see Figure 4-2, below).

If necessary, use the Query option in the pop-up window to narrow the list of shipments to pick from
(e.g., enter a BOL/GBL number and select the Query option).

The navigation menu on the right side of the page is available in all Claims pages, but is not presented in
the remaining images in this guide due to space constraints. The links in the top part of the menu are used
to navigate to Claims functions, and the links in the lower part of the menu are used to access online help.
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File Edit View Navigate Query Tools Help s ©® 1or102016 6:00-00 PM Saved Queries | Active |[w

Home Self © i i Customer Satisfaction Survey [CS5] Claims Consignment Guide Training DPS User Satisfaction

Claims Home  Covering Claims Report

Loss/Damage Reports fof1+ b A
Loss/Damage Number:*  1-1Y64FP Delivery Date: | 10/10/2016 (| Loss Damage Delay Reason: v
BOL/GBLNumber:*  AGFM0001021 &' Loss or Damage at Deliveny?%x v Delay Reason Description:
TSP Reference No.: Unpacking and Removal: Performed A

Damage identified day after delivery
Comments
(255 characters maximum):

DoD Cust ID Number:  X00X-XX-1515 Name of TSP: | CARLYLE VAN LINES, INC.
DoD Cust Name:* | Elaine Benes Weight of the Shipment: 1,500 B
Rank/Pay Grade: MAJ/O-4
Telephone Number: | 7775521515

DoD Customer Rank: MAJ

DoD Cust City: 355 E. Grand City: | 801 W. YOUNG
DoD Cust Address:  MIAMI Address of TSP: | WARRENSBURG
DoD Cust State; | FL i State: MO
DoD Cust Country: - Zip: 64093

DoD Cust Zip Code: 33102

Shipment Destination Address: | 355 E. Grand Shipment Origin Address: | 202 S. Main
Shipment Destination City: | MIAMI Shipment Origin City: = CHELMSFORD
Shipment Destination State: FL Shipment Origin State: MA
Shipment Destination Country: = 33102 Shipment Origin Zip Code: = 01824
Shipment Destination Zip Code: = UNITED STATES Shipment Origin Country: | UNITED STATES

Add/Update Loss/Damage Items Mo Records

Item Item Name Inventory Number Loss/Damage Description | Item Creation Date

H # W M
File Attachments SEARCH NoRecordsm
Attachment Name Type Size (In Bytes) Modified Comments

Figure 4-2: Save New Loss/Damage Report

Select the option to continue. Add options in the lower portion of the page are used to add items and
attachments to the report.
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4.2 ADD A LOSS/DAMAGE ITEM

For a Loss/Damage report, select the @ option presented in the Add/Update Loss/Damage Items
section of the page (see Figure 4-2, above). DPS will refresh the page and present fields used to add a
Loss/Damage Item (see Figure 4-3, below).

Horr Covel s Rep
Add/Update Loss/Damage Items Help?
é Item Name:* Dining Room Chair
Item Creation Date: I 10/10/2016 I
Imventory Number: I 1005 I

: Dining room chair with broken leg
Loss/Damage Description: %

Figure 4-3: Save Loss/Damage Item
Enter an Item Name and a description of the loss or damage. If available, enter an inventory number: the
field is optional, however — leave blank if the number is not known.

After entering values, select the option to update the report. DPS will refresh the page and present
options used to add a File Attachment.

4.3 ADD A FILE ATTACHMENT

To attach a file to a Loss/Damage report, such as an image of a broken or missing item, first select a
defined Loss/Damage Item, and then select the Add option presented in the File Attachments section of
the page (see Figure 4-4, below).

Claims Home C

: g€ REf overing Claims Report
Add/Update Loss/Damage Items E ; SEA_RC_H‘. 1-10of1

Item ttem Name Inventory Number Loss/Mamage Description Item Creation Date

|1 Dining Room Chair 1005 Dining room chair with broken leg 10/10/2016 |

File Attachments

--Sé;\RcH- He Records W

Size (In Bytes) Modified Comments

Attachment Name

Figure 4-4: Add File Attachment

DPS will refresh the page and present fields used to browse for a file (see Figure 4-5, below).
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Claims

1 Dining Room Chair 1005 Dining room chair with broken leg 10./10/2016

File Attachments —
Add Attachment x
Please specify a File Name or URL:
g = File | = _ :
Attachment Name; * brokenchair e | |r.-rr"<.en- hair PG I — I!
URL:
Type:
h Cancel
Modified: 1 & 2 PM
Comments;

Home Covering Claims Report

Figure 4-5: Select and Save File Attachment

To select a file attachment, select the envelope icon on the right side of the Attachment Name field. DPS
will present the Add Attachment pop-up window. Select the option to select a file on a local hard
drive or enter a URL associated with a file. After selecting the file, or entering a URL, select the @
option. Select the option to update the report.

4.4 SUBMIT A LOSS/DAMAGE REPORT

After completing a Loss/Damage report, select the Submit option (see Figure 4-6, below). Confirm the

action when prompted.

. ’ A,
SO 2 ? )
i N AU
active_[v]
Home  Self C Shipment M, Customer Satisfaction Survey [CSS] = Claims | Consignment Guide  Training  DPS User Satisfaction
g Claims Report
Loss/Damage Reports 10f 1 A
m SUBMIT PRINT LOSS /DAMAGE
Loss/Damage Number: | 1 R Delivery Date: | 10/10/2016 £ Loss Damage Delay Reason:
BOL/GBL Number: | Loss or Damage at Detivery?: v Delay Reason Description:
TSP Reference No.: Unpacking and Removal: | Performed v
entified ¢ e
DoD Cust ID Number: | Y00(-X0(-1515 Name of TSP: | CARLYLE VAN LINES, INC.
DoD Cust Name: | E Weight of the Shipment: | 1,500 (-]
Rank/Pay Grade:
DoD Customer Rank:
Telephone Number: | M v
< >

Figure 4-6: Submit Completed Loss/Damage Form

Following submission, a DoD Customer may update report details, and add or delete attachments, but
may not add or modify any Loss/Damage items.
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If more Loss/Damage items are discovered, create another Loss/Damage report for the shipment.

To view a submitted report, select the link to View My Loss/Damage Report on the Claims Home Page

(see Figure 3-2, above). DPS will present the Loss/Damage Report List (see Figure 4-7, below).

File Edit View Navigate Query Tools Help _2 & 10/10/2016 6:00:00 PM Saved Queries  Active v

Home Self C Shipment Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction

orts Claims Home Covering Claims Report

Below is a list of all of your loss/damage reports. Please select the hyperlink for the
loss/damage report that you wish to view/update.

Submitting items from your Loss/Damage reports(s) does not constitute filing of a claim
but does initiate your claims settlement process. In order to complete your claims process,
you must actually file a claim for your loss/damage items.

Loss/Damage submissions are not required, as long as your claim is filed within 75 days

from the delivery date. If the notification of loss or damage is filed later than 75 days

after the delivery date, you will be required to enter a reason for the delay.

You can edit information or add/delete items in your Loss/Damage Report as long as it has not been

submitted into the DPS System. Once your report has been submitted, you must create a new
Loss/Damage report to include any additional loss/damage items.

Click Here to Add a Loss/Damage Report

Loss/Damage Number Status Creation Date Loss/Damage at Delivery? Name (DoD) Rank/Pay Grade Rank (DoD) BOL/GEL Number Delivery Date TSP

D

Loss/Damage Reports Menu ¥ CLOSE SEARCH PRINT LOSS/DAMAGE 1-10f 4 HELP

[Cvesre Tubmittea 101012006 ¥ Elaine Benes MAJ/O-4 M) AGFMO001021 10/10/2016 CARLYLE VAN

Figure 4-7: Loss/Damage Report List

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

After creating a Loss/Damage report, or at any time within two years of completing a shipment, a DoD
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.

5.1 CREATE A NEW CLAIM

To start a new claim for a shipment, open the Claims Home page and select the Start My Claim link (see
Figure 3-2, above). DPS will present the Claim page (see Figure 5-1, below).

F E N e T H M ® 4 66 PM [v]
Home Self Counseling Shipment Management Customer Satisfaction Survey [CS5] Claims Consignment Guide Training DPS User Satisfaction
aims Home Covering Claims Report
lain ~
Claim #: % 1-1Y64K5 Claim Creation Date: 10/10/2016 8
Claimant Information
| Shipments x
Query 1-20f2
BOL/GBL Number Customer Rank/Pay Grade DoD Customer Rank . |Shipment Status Shipment Type Delivery Date TSP Name SCAC
[»‘«G?MCODIOE! Elaine Benes MAJ/O-4 MAJ Delivered dHHG 10/10/2016 CARLYLE VAN LINES... CLYL I
AGFNMO001022 Elaine Benes MAJ/O-4 MAJ Delivered dHHG 10/10/2016 CARLYLE VAN LINES... CLYL
< >
M M ¥ M
5> -Pick Cancel
BOL/GBLNumber: % Claims Shipment Description: b
Submitter's Relationship: % Y Delivery Date: B v

Figure 5-1: New Claim — Pick the Shipment

Required fields for a new claim are designated with a red star. DPS automatically assigns a claim number
to each new claim. To continue, select the icon in the BOL/GBL Number field. DPS will present a
Shipments pop-up window used to select a shipment processed in DPS.

Select the row with the desired shipment. Then, select the option to assign the shipment value. DPS
will close the pop-up window and populate the shipment information in the form (see Figure 5-2, below).
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Claimant Information

1D Number: X 1515 Street Address: 355 E. Grand
x

Query Find Submitter's Relal + Starting with Go 1-40of 4
Submitter's Relationship
Member/Civilian I
Spouse
Family Member
Poveer of Attorney

< >

¥ 4 " M
= Cancel
BOL/GBLNumber: % AGFM0001021 Cy Claims Shipment Description: -
Submitter's Relationship: sk Delivery Date: 10/10/2016 ()
TSP Claim Number: Pickup Date: 8
TSP's Liability Limits: 6,000.00 | Weight: 1,500

Figure 5-2: Populate Claim Details

To continue, select the icon in the Submitter’s Relationship field. DPS will present a Submitter’s
Relationship pop-up window used to select a value to indicate a relationship to the service member or

civilian associated with the shipment.

A user may select Member/Civilian if filing a claim on their own behalf, or one of the other values as
appropriate (Spouse, Family Member or Power of Attorney). Then, select the option to assign the
value. DPS will close the pop-up window and populate the value in the form (see Figure 5-3, below).

BOL/GBLNumber: %
Submitter's Relationship: %
TSP Claim Number:

TSP's Liability Limits:

% Quick Claims Payment made:

Dollar amount of Quick Claims payment:

Item List for Quick Claims:

Shipment Destination:

IMPORT LOSS/bAMAGE ITEMS

AGFM0001021 &) Claims Shipment Description: v
Member/Civilian a Delivery Date: 10/10/2016 a8
Pickup Date: 10/10/2016 8
] Weight: 1,500

Quick Claims Payment

=

Figure 5-3:Save Claim

To continue, validate the default settings for the Claims Shipment Description and select a value for
Quick Claims Payment using the drop-down menus. If necessary, select a different value.
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Note: Quick Claims payments are made by the TSP at time of delivery. If you received such a payment,
select Y from the Quick Claims drop-down menu, enter a dollar amount and list the associated items.

After entering or selecting required Claim Details, select the option to create a claim record in DPS.

Select the Claims Home link to return to the Claims Home page, and then select the View My Claims link
(see Figure 3-2, above). DPS will present a list of saved Claims (see Figure 5-4, below).

S . 5 -
RIS ]

Home  Self Counseling  Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide  Training DPS User Satisfaction

Claims Home

Claim Services

Below is a list of all of your claims. Please select the hyperlink for the claim number that you wish to view/update. — A

Some of the actions you may perform include: View My Claims

* Modify your claim information F

* Retrieve Loss/Damage Reports that you have already entered LossTamage Reports
* Submit your claim

* Add new claims items or Modify existing claim items
* Counter or Accept Offers for existing Claim Items Summary
* Add files that are specific to your claimed items like: pictures, documents or pdf files

* Print Claim

All Claims Menu ~ SEARCH 1-10f 1

Claim Number ﬂ BOL/GEL Number  |GBLOC | Claim Status Submit Date Submitter’s Name | DOD Customer First | DOD Customer Last  Rank/Pay Grade

AGFM0001021 AGFM.  In Progress Elaine Benes MAJ/O-4 v

Inspection Reports

Figure 5-4: View Claims

To import content for a Loss/Damage report, or enter Claim Details, select a linked Claim Number in the
All Claims table in the lower portion of the page. DPS will present the Claim page for the selected Claim,
and include the option to Import Items from a Loss/Damage report (see Figure 5-5, below).

The initial status of the claim is “In Progress,” which remains in effect until the claim is submitted to the
TSP for processing. The options presented in the Claim Detail page will include an “Import Loss/Damage
Items” function if a Loss/Damage report is on file for the selected shipment (see Section 4, above). If no
Report was filed for the shipment, the option does not appear.

The option to submit a claim is not available until at least one claim item is added to the claim. This is
accomplished by importing items from a Loss/Damage Report (see Section 5.2, below) or by adding
claim items (see Section 5.4, below). The Submit option is described in Section 5.7, below.

Note: If a claim is filed more than 75 days after delivery, a reason for the delay is required. If more than
75 days have passed, and no reason is entered, DPS will present an error message. Enter a reason in the
Comments field in the Claimant Information section of the Claim Detail page, and then select to
update the record. If the change is made following Submission, the system will process the claim and
refresh the view of the Claim Detail page.

5.2 IMPORT LOSS/DAMAGE REPORT CONTENT

After entering claim details, the next step is to populate claim items, i.e., enter descriptions of items that
were lost or damaged in a move. Use the [Import Loss/Damage Items| option to populate the claim with
information entered in a Loss/Damage report associated with the shipment (see Figure 5-5, below).
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Claim

Quick Claims Payment made?:

Item Item Name

File Edit View Navigate Que

ery

Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction

Claims Home  Covering Claims Report

m DELETE IMPORT LOSS/DAMAGE ITEMS PRINT CLAIM

Claim #: 1-1764K5 BOL/GBL Number: AGFM0001021 T Shipment Destination: 355 E. Grand
Claim Creation Date: 10/10/2016 B Claims Shipment Description: v MIAMI, FL 33102 UNITED S.
Claim Status: In Prof > TSP Claim Number:
Comments:

Add/Update Claim Items ADD CLAIM ITEMS SEARCH

Tools  Help 21 & 10/10/2016 6:00:00 PM Saved Queries = Active v

%

Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type 1

Figure 5-5: Claim Detail

DPS will populate the Claim Items table with listing for any items included in Loss/Damage reports
defined for the shipment. In Figure 5-6, below, the broken chair defined in the Loss/Damage report for the
shipment is listed. Any files attached to the Loss/Damage Report are also listed. The status of any
imported Claim item is “Demand Pending” until the claim is submitted.

Note: Once the Import Loss/Damage Items option is selected, the option no longer appears.

5.3 Ebpit CLAIM ITEMS

Claim Items imported from a Loss/Damage report will not contain all of the required information for a
completed claim. To enter the required information, highlight the claim item and then select the

option (see Figure 5-6, below).

Claim ~
=
Claim #: 1-1764K5 BOL/GBL Number: AGFM0001021 =] Shipment Destination: 355 E. Grand
Claim Creation Date: ) Claims Shipment Description: 4 MIAMI, FL 33102 UNITED S...
Claim Status: n Progress b4 TSP Claim Number:
Comments:
Quick Claims Payment made?: v &
Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
| Dining Room Chair Demand Pending 1005
<
Upload File Attachments m
Attachment Name Type Size (In Bytes) Modified Comments
brokenchair JPG 365 10/10/2016 08:01:54 PM
< >
Figure 5-6: Claim Detail — Edit Claim Items
DPS will present the Add/Update Claim Items page for the selected item (see Figure 5-7, below).
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Add/Update Claim Items
SAVE J CANCEL
4 Item Name:

Dining Room Chair a Claimed Amount: * I 5100.00 EI

Recovery Date:

Item Description:* | Bentwood chair |

Inventory Number: % I 1005 l Recovery Amount:

m | | o

Item Status: Demand Pending -

Loss Type: %

Make/ Model:

* Did carton have damage?:

Is whole carton missing?:

Damage Description
{250 characters maximum):

Comment
{255 characters madimumiy:

Acquired Usedl: % [ N

vi Purchase Cost: % l 5125.00

L &2

Purchase Year{rvY): ¥ I 2015

Dining room chair with broken leg

Figure 5-7: Add/Update Claim Items

DPS populates the Item Name, Inventory Number and the Damage Description fields using the content
entered in the Loss/Damage report. Populate all other fields marked with an asterisk prior to submission

of the claim.

After entering or selecting values for all required values, and entering any optional information (such as a
comment), select to update the claim record. DPS will present the Claim Details page.

5.4 AbDD CLAIM ITEMS

In addition to items imported from a Loss/Damage report, claim items are added from the Claim Detail
page. Select the |Add Claim Items| option (see Figure 5-8, below).

Claim A
|
Claim#: | 1-1Y64K5 BOL/GBL Number: | AC m Shipment Destination:
Claim Creation Date: 10/10 8 Claims Shipment Description: v TED
Claim Status: v TSP Claim Number:
Comments:

Quick Claims Payment made?: N & v

Item Item Name Item Description Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number

1 Dining Room Chair Bentwood chair 2015 Demand Pending $100.00 Damaged 1005

Figure 5-8: Claim Detail — Add Claim Items
DPS will present the Add/Update Claim Items page (see Figure 5-9, below).
24 Contract Number: HC1028-08-D-2016-6S01
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To populate a new claim i
select the envelope icon n

tem, either enter values in each required field (denoted with an asterisk) or
ext to the Item Name field to access the Pick Claim Item option.

In the Pick Claim Item pop-up window, select a listed item and then select the option. DPS will
populate the Item Name field in the Add/Update Claim Items page (see Figure 5-9, below).

Add/Update Claim Items
ﬁ Item Name:
Item Description: *
Inventory Number: ¥
Item Status:
Loss Type:

Make/Model:

* Did carton have damage?:

Is whole carton missing?:

Damage Description
{250 characters maximumy):

Comment
{255 characters maximum}:

Stereo . Claimed Amount: ¥ 5125.00 =i
S
1008 Recovery Amount: =
Demand Pending L4 Acquired Used?: % N b
Purchase Year(Y7/Y): % 2008
Pick Claim Item x |
-
Query Find| ltem Name x | with Go 1-6of6
Cabinet corner broken and speaker cone pushed in —— - -
Item Name
Chair
|5:ereo I
Item no longer manufactured [Television
Cancel

Figure 5-9: Add/Update Claim Item

After entering all required values, and any optional information (such as a comment), select to

update the claim record and return to the Claim Detail page.

5.5 ADD FILE ATTACHMENTS

To attach a file to a claim, select the Add option listed under
Claim Detail page (see Figure 5-10, below).

the Upload File Attachments header on the

CEYIEEEIENSET N IENEE  ADD CLATMITEMS § DELETE § SEARCH § EDIT CLATMITEMS
Item Item Name Item Description Purchase Cost Purchase Year(Y¥YY) Item Status Claimed Amount Loss Type Inventory Number
k Stereo Speaker 5175.00 2008 Demand Pending 5125.00 Damaged 1008 |
1 Dining Room Chair Bentwood chair $125.00 2015 Demand Pending $100.00 Damaged 1005
" oW "
Demand/Offer SEARCH
DPS Demand/Offer Number Item Name TSP Action TSP Offer Amount demanded of TSP | Amount paid to DoD customer.  DOD Customer Counter Offer Final TSP Offer? Offer Accepte
u "
Attachment Name Type ﬂ Size (In Bytes) Hodified Comments
K« »ow
SUBMIT CLAIM TO TSP
v

Figure 5-10: Claim Detail — Upload File Attachments

DPS will refresh the page and present options used to brow

se for a file (see Figure 5-11, below)
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Upload File Attachments
SAVE CANCEL Add Attachment x
Attachment Mame: * speaker E——b | Please spech.'y a File MName or URL:
FI\.-_e | [ speaker JPG I Browse... I
MName: ! . |
Type: % JPG UAL

Cancel

Modified: 1/15/2016 0T:12:56 PM 8

Size {In Bytes): 365 =

Comments:

Figure 5-11: Claim Detail — Add Attachment

Select the icon in the Attachment Name field. DPS will present the Add Attachment pop-up window.
Select the option and navigate to the desired file on a local hard drive (or enter a URL if the file
is housed on the Internet). After selecting the file, or entering a URL, select the @ option for the

attachment. Select the option to update the claim record.

5.6 SUBMIT A CLAIM

After validating the claim information, submit the claim for processing. At the bottom of the Claim Detail
page, select [Submit Claim to TSP|to process the claim (see Figure 5-12, below).

Clain ~
E EDIT DELETE PRINT CLAIM
Claim#: | 1-1Y64K5 BOL/GBL Number: | AGFMO001021 T Shipment Destination:

Claim Creation Date: B Claims Shipment Description:

Claim Status: v TSP Claim Number:
Comments:

Quick Claims Payment made?:

ADD CLAIM ITEMS- DELET;' -S—EARCH7 I EDIT CLAIM ITEMS

Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
2 Stereo Speaker $175.00 2008 Demand Pending $125.00 Damaged 1008
1 Dining Room Chair Bentwood chair $125.00 2015 Demand Pending 5100.00 Damaged 1005
" 1
Demand/Offer SEARCH
TSP Offer Amount demanded of TSP | Amount paid to DoD customer. | DOD Customer Counter Offer Final TSP Offer? Offer Accepte

DPS Demand/Offer Number | Item Name TSP Action

Upload File Attachment: E DELETE SEARCH x
Attachment Name Type Size (in Bytes) Modified
== = 365 10/12/2016 08:21:05 | Have you listed all your damaged or missing item: C a ea Sp?

SUBMIT CLAIM TO TSP <

Figure 5-12: Claim Detail — Submit Claim to TSP

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

If any error messages are presented, follow the instructions to modify the claim as required.
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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, the submitted claim and create a new claim for the correct BOL/GBL.

5.7 VIEW CLAIMS

To access a submitted claim, use the View My Claim link on the Claims Home Page (below the Start My

Claim option, see Figure 3-2). DPS will present the All Claims page (see Figure 5-13, below).

10/10/2016 6:00-00 PM Saved Queries | Active

Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction

Covering Claims Report

Claim Services

Below is a list of all of your claims. Please select the hyperlink for the claim number that you wish to view/update. pEe

Some of the actions you may perform include:

View My Claims
* Modify your claim information

Retrieve Loss/Damage Reports that you have already entered
Submit your claim

Add new claims items or Modify existing claim items

* Counter or Accept Offers for existing Claim Items

* Add files that are specific to your claimed items like: pictures, documents or pdf files
* Print Claim

All Claims SEARCH

BOL/

Loss/Damage Reports

Inspection Reports

Summary

-1 of ([T

Claim Number TSP

Number ~ |GBLOC. |Claim Status _ |Submit Date ~ |Submitter's Name DOD Customer First DOD Customer Last Name Rank/Pay Grade

AGFM0001021 AGFM  Submitted 10/10/2016 Elaine Benes Elaine Benes MAJ/O-4 CARLYLE VAN LINES,

Figure 5-13: View All Claims

Select a linked Claim Number in the table to access the Claim Details page for the claim.

To refine the view of the listed claims, or select print and export options, select the drop-down Menu
option next to the All Claims table title. DPS will present a set of options (see Figure 5-14, below).

Claims Home Covering Claims Report
Below is a list of all of your claims. Please select the hyperlink for the claim number that you wish to view/update.
Some of the actions you may perform include:
* Modify your cl| Hew Query [Alt-Q] | <=
* Retrieve LOSS/ gun Query [Alt+ENTER] ave already entered
5 7
Submit your ¢
" . Refine Query [Alt+R] B
Add new clain zlaim items
* Counter or Ac: Record Count [Ctrt+Shift+3) m Items
5 = : o 5
3 Ac!d flles‘that [Disable Sort] 3 items like: pictures, documents or pdf files
Print Claim
Apply List
ST Advanced Sort [Carl+Shift+0] —
All Claims 1-1of 1T
Columns Displayed [Ctri+Shift=K]
Claim Number BOL/GBL Numb mit Date Submitter's Name | DOD Customer First | DOD Customer Last Name Rank/Pay Grade TSP
1-1Y64K5 AGFMO001021  Exeporr.. 10/2016 Elaine Benes Elaine Benes MAJ/O-4 CARLYLE VAN LINES,

Figure 5-14: Claims Menu Options

Select the option to search claims housed in the system or use the sort and export functions.
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DPS will present query fields (see Figure 5-15, below).

All Claims | Menu = 1-10f ﬁ,
Claim Number BOL/GBL Number | GBLOC® | Claim Status =  Submit Date Submitter's Name  DOD Customer First DOD Customer Last Name | Rank/Pay Grade TSP
q <Case Required: <Case Required> <Case Required>
Nonpaymen!
Reviewed ~
Settled
Submitted ]
Under Review v
Updated

Figure 5-15: Enter Claims Query

Select or enter criteria in the Query fields. In the example above, a Claim Status of Submitted is selected.
Press the Enter key to conduct the query. DPS will refresh the page and list matching claims (see Figure
5-16, below).

All Claims TR  cEARCH 1-1of1 TN )y Results

Claim Number BOL/GEL Number = 'GBLOC  |Claim Status ~ |Submit Date Submitter's Name | DOD Customer First DOD Customer Last Name | Rank/Pay Grade TSP

AGFM0001021 AGFM »[10/12/2016  Elaine Benes Elaine Benes MAJ/O-4 CARLYLE VAN LINES,

Figure 5-16: Claims Query Results

To access a listed claim, select the linked Claim Number in the Query Results table.

5.8 PRINT A CLAIM

To create a printed record of the items included in a claim, select the option at the top of the
Claim Detail page for a selected claim (see Figure 5-17, below). DPS will present a Claims Report view.

Clain ~
E EDIT PRINT CLAIM [
Claim #: 1-1Y64K5 BOL/GBL Number: AGFM 021 & Shipment Destination: 355E
Claims Home  Co
Claims Report
This document is for information or record keeping purpases only - the claims process is managed through the DPS application.
Quick Clz
[DoD Customer Name [GBL Number [Pick-Up Date]Delivery Date [claim =
Add/U) Benes, Elaine AGFM0001021 | 10/10/2016 |10/10/2016 |1-1Y64KS
Item ype
1 sed
, Ttem Number |Inventory Number | Item Name Item Description |Damage Description Purchase Cost | Purchase Year |Amount Claimed 3
111005 Dining Room Chair | Bentwood chair | Dining Room chair with broken leg $125.00 2015 $100.00 L
211008 Stereo Speaker Cabinet corner broken and speaker cone pushed in §175.00 2008 $125.00
Refresh - Print Lﬂ Printable PDF Always click refresh prior to printing to ensure all items are displayed.
4 @) Printable HTML

Figure 5-17: Print Claim Report

By default, the Claims Report is presented as a web page. Select the Print link in the lower left corner of
the page to access a PDF or a printable HTML version of the report. Either option may be used to create a
hard copy of the data for future reference.
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5.9 VIEW CLAIM ITEM COMMENTS

After submitting a claim, the default settings on the Add/Update Claim Items page do not provide access
to comments entered for claim items. To change the settings, select the Hide/Show option (see Figure
5-18, below). DPS will present a pop-up window used to select Columns Displayed.

te Claim Items DELETE SEARCH 1-2of 2 fHi

item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Damage Description <br> (250 (haf&cterﬁm‘mum]
1 Dining Room Chair Bentwood chair $125.00 2015 Demand Pending 5100.00 Dining room chair with broken leg

Stereo Speaker 5175.00 2008 Demand Pending $125.00 Cabinet comer broken and speaker cone pushed in

x

M4 r M

i/Update Claim fems e m 1 -2 of 2| HideIShow

Item ftem Name Item Description Purchase Cost. Purchase Year{YYYY) | item Status Claimed Amount | Damage Description <br> {250 characters maximum) I Comment <br> (255 characters maximum)

1 Dining Room Chair  Bentwood chair 5125.00 2015 Demand Pending  $100.00 Dining room chair with broken leg Dining room chair with broken leg

Stereo Speaker 5175.00 2008 Demand Pending  5125.00 Cabinet corner broken and speaker cone pushed in

Figure 5-18: Claim Detail — Hide/Show Option

In the Columns Displayed pop-up window, select the Comment option in the Available Columns side of
the window and then select the arrow icon in the middle of the window that points to Selected Columns.

DPS will move the selected column from the left column (Available) to the right column (Selected).
Select the option to make the change and return to the Claim Detail page. The Comment field is
visible on the right side of the page.

To further customize a view of the Claim Detail page, select the |Hide/Show| option in the top right corner
of the pop-up window, select one or more columns, and use the arrow icons to move them between the
Available and Selected columns in the Columns Displayed pop-up window.

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.

e 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 accept the original
offer or transfer the claim to a Military Claims Office (MCO) for resolution.

e [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 a MCO.
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e 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.

e 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).

e 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 (see 6.1.3, below).

6.1.1  Accept an Offer

To accept an offer, navigate to the Claims module, select View My Claims, and select a listed claim. In
the Claim Details page, select the option to signal acceptance (see Figure 6-1, below).

Confirm the action when prompted.
mos L o r R

Home  Self Counseling  Shipment Management  Customer Satisfaction Survey [CSS] ~ Claims | Consignment Guide  Training  DPS User Satisfaction

" SEARCH TRANSFER ITEM TOMCO

Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number

1 Dining Room Chair Bentwood chair $125.00 2015 Offer Pending 5100.00 Damaged 1005

2 Stereo Speaker $175.00 2008 Demand Pending $125.00 Damaged 1008

Demand/Offer COUNTER OFFER SEARCH ACCEPT OFFER
DPS Demand/Offer Number' | TSP Action Item Name TSP Offer Amd .  this Offer? [ DOD Customer Counter Offer Final TSP Offer?
sure you want to Accept this Offer

1 Payment Dining Room Chair @ 7
Cancel

Figure 6-1: Claim Detail — Offer Pending

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

Note: The value presented in the TSP action column on the Claim Detail page indicates if the offer is for
payment, replacement or repair. The TSP 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 (see the Item
Status column in the Add/Update Claim Items table in Figure 6-1, above). 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).
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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 Demand/Offer table (see Figure 6-2, below).

Add/Update Claim Items "SEARCH " TRANSFER ITEM TO MCO

ltem ttem Name ltem Description Purchase Cost Purchase Year(YYYY) * |item Status Claimed Amount Loss Type Inventory Number
1 Dining Room Chair Bentwood chair $125.00 2015 Offer Pending $100.00 Damaged 1005
|z Stereo Speaker $175.00 2008 Offer Pending $125.00 Damaged 1008 |

H » M

Demand/Offer COUNTER OFFER 'SEARCH §  ACCEPT OFFER

DPS Demand/Offer Number | TSP Action % Item Name TSP Offer Amount demanded of TSP Amount paid to DoD customer DOD Customer Counter Offer Final TSP Offer?

Figure 6-2: Select Counter-Offer

DPS will refresh the page and present offer details (see Figure 6-3, below).

Den

@ T5P Action; Payment s

TSP Offer: 585.00

i’

Final TSP Offer?: » Amount demanded of TSP: =

TSP Demand Date: Amount paid to DoD customer:

6 ]

TSP Payment Recovery Date: B

Transfer to MCOZ: -
Date Transferred to MCO:
MCO Payment to DoD customer Date:

Additional MCO Payment to DoD customer Date: [}

Offer Accepted by DoD customer?: | M .4

DOD Customer Counter Offer: 5100.00 |
Amount paid to DoD customer by MCO:

Amount recovered from TSP: =

Figure 6-3: Submit Counter-Offer

To counter the TSP offer, enter a value in the DoD Customer Counter Offer field and select [Save].

DPS will notify the TSP of the counter offer, close the Demand/Offer view, and present an updated
version of the Claim Detail page (see Figure 6-4, below).
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jate Claim Items TRANSFER ITEMTOMCO

Item Item Name Item Description Purchase Cost Purchase Year(YYYY) Item Status Claimed Amount Loss Type Inventory Number
1 Dining Room Chair Bentwood chair $125.00 2015 Offer Pending $100.00 Damaged 1005
2 Stereo Speaker $175.00 2008 Offer Pending $125.00 Damaged 1008

er COUNTER OFFER SEARCH ACCEPT OFFER

DPS Demand/Offer Number | TSP Action Item Name TSP Offer Amount demanded of TSP Amount paid to DoD customer DOD Customer Counter Offer Final TSP Offer?
1 Payment Dining Room Chair $85.00 5100.00 N

Figure 6-4: Counter-Offer Listing

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 in the Demand/Offer table is “Y,” 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.

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

e To transfer a claim item to a MCO, select a claim item, and then select the [Transfer Item to)
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.

id/Update Claim Items SEARCH TRANSFER ITEM TO MCO e

Item Item Name Item Description Purchase Cost Purchase Year(YYYY) * |ltem Status Claimed Amount Loss Type Inventory Number
1 Dining Room Chair Bentwood chair $125.00 2015 Offer Pending $100.00 Damaged 1005

2 Stereo Speaker $175.00 2008 Offer Pending $125.00 Damaged 1008

Demand/Offer COUNTER OFFER SEARCH ACCEPT OFFER

DPS Demand/Offer Number | TSP Action Item Name TSP Offer Amount demanded of TSP Amount paid to DoD customer DOD Customer Counter Offer Final TSP Offer?
2 Payment Stereo $90.00 L= ]
1 Payment Stereo $85.00 $100.00

Figure 6-5: 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.
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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 after receiving a payment, or may select 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 option to indicate payment was received, or

2. Select the option to notify the TSP that no payment has been received

Home Self Counseling Shipment Management Customer Satisfaction Survey [C55] Claims Consignment Guide Training DPS User Satisfaction
Claims Home Covering Claims Report
Claim g %
m NONPAYMENT PRINT CLAIM
Claim # 1 BOL/GBL Number: AG 174 &l Shipment Destination: 355 E. Grand
Claim Creation Date: B Claims Shipment Description: L4 MIAMI, FL 33102 UMNITED 5.
Claim Status: Settled - TSP Claim Number:
Comments:
Quick Claims Payment made?: e g
Add/Update Claim Items SEARCH
Item Item Mame Item Description Purchase Cast Purchase Year(YYYY] | ltem Status Claimed Amount | Loss Type Inventory Number | Created Denied Remark
1 Dining Room Chair Bentwood chair 5125.00 015 Settied 5100.00 Damaged 1005 10/10/2016 06:54:12 PM
2 Stereo Speaker 5175.00 2008 MCO Adjudicati... 5125.00 Damaged 1008 10/10./2016 07:03:06 PM

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 receiving payment for a claim from a TSP, select the option

to update the claim record.

After selecting the Edit option, select an option for Timely Payment Received to indicate if a payment
was or was not received in a timely fashion (see Figure 7-2, below).
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BOL/GEL Number: % AGFMO001021 ®]| Claims Shipment Description: My Completed Shipmen

Submitter's Relationship: & Member /Civilian S Pickup Date: 10/01/2016 B2

TSP Claim Number: Delivery Date: 10/10/2016 B

TSP's Liability Limits: 55,1000..00 = Weight:
L -
% Quick Claims Payment made?: N - Timely Payment Received: | f ®oow
Quick Claims Payment N
Dollar amount of Quick Claims payment: = l L J

Item List for Quick Claims:

Shipment Destination: 355 E. Grand

SAVE CANCEL

Figure 7-2: Claim Details — Timely Payment Received

After indicating if the payment was received in a timely fashion (or not), select the option to update
the record. If no payment is received from the TSP, contact the Destination JPPSO/PPSO and ask for
assistance in obtaining payment for the claim.

To complete a claim sent to MCO, the Customer must enter values for amount paid in the Demand/Offer
section of the claim.
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8 CLAIMS SATISFACTION SURVEY

After the last item in a claim is settled, DPS presents a Claim Satisfaction survey (see Figure 8-1, below).

File Edit View Navigate Query Tools Help }j (B 1041072016 6:00:00 PM

. ]

Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training

Claims Home Covering Claims Report

Claim Satisfaction

Claim #: | 1-1764K5

Prior to answering a question regarding the TSP's (Moving Company’s) performance
during the claims process, we would like each customer to understand that the TSP
has no control over the DoD owned DPS software used to file claims online.

Vith this in mind, please respond to the following question regarding the TSP's handling.
of your claim:

“How satisfied were you with the performance of the TSP during the claims process?”

v

DPS User Satisfaction

1of 1+

Figure 8-1: Claim Satisfaction Survey

To continue, select the option. DPS will refresh the page and present a drop-down menu used to

select a score (see Figure 8-2, below)

Claims Home Covering Claims Report

Claim Satisfaction
SAVE CANCEL

Claim #:% | 1-1Y64K5

Prior to answering a question regarding the TSP's (Moving Company's) performance
during the claims process, we would like each customer to understand that the TSP
has no control over the DoD owned DPS software used to file claims online.

\Vith this in mind, please respond to the following question regarding the TSP's handling.
of your claim:

"How satisfied were you with the performance of the TSP during the claims process?"

Good (75 Points)  x  ¥|
Excellent (100 Points)
| Good (75 Points) |

Satisfactory (50 Points)
Unsatisfactory (0 Points)

1of 1+

Figure 8-2: Select Survey Score

To complete the survey, select a value from the drop-down menu at the bottom of the page, and then
select the option. DPS will refresh the page with a read-only version (see Figure 8-3, below).
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Claim Satisfaction 1of 1+
“HELP J 'FINISHED

Prior to answering a question regarding the TSP's (Moving Company’s) performance
during the claims process, we would like each customer to understand that the TSP
has no control over the DoD owned DPS software used to file claims online.

"ANS\WER

\V/ith this in mind, please respond to the following question regarding the TSP's handling.
of your claim:

"How satisfied were you with the performance of the TSP during the claims process?”

Good (75 Points) v

Figure 8-3: Finish Claim Survey

Validate the selected answer, and select the option to complete the process.

Select the option to change the score.

9 VIEW INSPECTION REPORT

Based on the extent of the damage or missing items recorded on a Notification of Loss or Damage form, a
JPPSO/PPSO user or an official from a Military Claims Office (MCO) official may conduct an inspection
and note discrepancies regarding moving company practices on an official Inspection Report form
(DD1841).

Select the Inspection Reports option in the Claim Services menu bar (see Figure 9-1, below).

= — I
e .
al Proper [
N
File Edit View Navigate Query Tools Help _2] 5 10/10/2016 6:00-00 PM Saved Queries | Active _\d
Home Self Counseling Shipment Management Customer Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction
Claims Home Covering Claims Report

Claim Services

Below is a list of all of your inspection reports. Please select the hyperlink for the inspection Hoen

report that you wish to view. All Claims

You may only view your items from this page.
Loss/Damage Reports

* Inspection Reports

Inspection Reports
Inspection Reports | Menu » CLOSE SEARCH 1-10f 1 JTTN Summary
Inspection Report Numbé |Inspection Date * |Name of Inspector Grade - |BOL/GBL Number * |TsP SCAC  |Delivery Date
10!10.’2016 ServiceHQ LegalClaim B+ AGFM0001021 CARLYLE VAN LINES, INC. CLYL  10/11/2016

B

Figure 9-1: Access Inspection Reports

The Inspection Reports menu lists all reports created in response to a Customer’s Loss/Damage reports.

To view a report, select the Inspection Report Number link. DPS will present the report in read-only
format (see Figure 9-2, below).
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File Edit View Navigate Query Tools Help s ® 101012016 6:00:00 M Saved Queries | Active [v ]
Home Self C Ci Satisfaction Survey [CSS] Claims Consignment Guide Training DPS User Satisfaction
Claims Home Covering Claims Report
5 Claim Services
Inspection Reports 1of1
Home
m All Claims
ﬁ Inspection Report Number: 1-1Y6MOH Name of Inspector: ServiceHQ LegalClaim Loss/Damage Reparts
Inspection Date: 10/10/2016 =] Name of Property Owner: Elaine Benes Inspection Reports
BOL/GBL Number: AGFMO0001021 = Grade: B+ 5 5
> Inspection Report Detail
Carrier's BOL Number: Preparing Installation: Quantico
Summary
SR Too much weight per A
. Vi . g
Contract Number: Packing Violations: | | v
Lot Number: Inventory Numbers of damaged cartons:
Service Order Number: Number of Pieces:
Airway Bill Number: Weight of the Shipment: | 1,500
Mode of Shipment: Land Name and Address of Warehouse: | U-Store
Delivery Date: 10/11/2016 B Name and Address of Delivering Carrier: Carlyle
Shipment Destination Address: 355 E. Grand Shipment Origin Address: 202 S. Main
MIAMI, FL 33102 UNITED ...
Comments:
SEARCH 1-10f1
item Inventory Number Article Weight of Article Damage Description
1 1005 Dining Room Chair 15 Broken leg
M “ » H
Attachments New Query Mo Records
Attachment Name Type Size (In Bytes) Modified Comments
H “ » H

Figure 9-2: Inspection Report Detail

After reviewing the report content, select the option to return to the Inspection Reports menu, or
select another option from the Claim Services menu.
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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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