
Hello and welcome to the Air Force Claims Service Center 
(AFCSC).   Our goal today is to provide you with 
information to better protect yourself from loss when you 
ship your household goods.

The Air Force Claims Service Center

Updated: 17 May 18

Presenter
Presentation Notes
Hello, and welcome to the Air Force Claims Service Center’s virtual Smooth Move briefing. Our goal today is to provide you the information you will need to protect yourself from loss when you ship your household goods or your privately owned vehicle at government expense



The Air Force Claims Service Center

Located at Wright-Patterson AFB, OH

Presenter
Presentation Notes
We’ll first deal with the household goods claims process and then we’ll talk about the privately owned vehicle claims process. Most Airmen now file their claims directly with their carrier, now known as the Transportation Service Provider (TSP).  However, your Claims Service Center is still here to answer any questions that might come up during that process.  Let’s talk about what you should do before your household goods are picked up.



• Make a list!

• Make sure you write down serial numbers!

• Make a video or take photos!

High Value Items

Presenter
Presentation Notes
DOCUMENTATION! To be reimbursed for your damage or loss, you must prove ownership of any damaged or lost item and the value of the claimed item.  This means that before a move, you need to take a detailed inventory of your property.  This is a good idea for your private insurance too.  You should take videos or photographs and collect any serial numbers and purchase receipts for your property, especially for high value and out-of-the ordinary items.  In addition to aiding you in making the inventory, videos or photos are an excellent way to document the condition of your furniture, your knick-knacks and art objects, the extent of your wardrobe, and other items of significant interest.  Antiques must be over one hundred years old before the Air Force will consider it an antique.  For those items you should have an appraisal completed before the TSP arrives.  An appraisal is a documented assessment of the value of an item done by a qualified expert.  Any appraisal is done at your personal expense and will not be reimbursed.  You should also know that some items do appreciate, or increase in value, after you purchase them.  You must provide proof that these items have appreciated in value if you claim damage or loss for these items.  Artwork and family heirlooms will need an established monetary value, so you might want to consider having an appraisal done on those items as well.  For any of the high-value, out-of-the ordinary, antique, heirloom, or art objects, you should also take detailed photos, both up close and at a distance, to provide the entire picture of the item.  Try to imagine how you would reconstruct all of your possessions if the worst happens; they are totally lost.



• Take pictures!

• Make sure inventory shows the number of items being shipped!

• Don’t ship it if you can hand carry it!

DVDs, CDs, Jewelry, Coin 
Collections

Presenter
Presentation Notes
If you have a large DVD, CD, Baseball Card or any other type of collection, take pictures of the collection as a whole prior to it being packed.  Make sure the number of items being shipped is on the inventory.  Otherwise, if you can’t prove the number of items you own, your recovery will be limited. Jewelry, coin collections, and other high value items are easily pilfered items and should never be shipped.  Again, you should never ship those items.  You might want to consider removing them from the house and locking them out of sight in your POV or asking a friend to hold them before the TSP arrives to pack you.   You should hand carry these items or mail them, insured, to your next destination.



• Take photos/videos of your furniture!

• Take close-up photos to show existing damage…or no damage!
• Make sure the movers accurately describe your stuff!

Take Photos or Videos

Presenter
Presentation Notes
PACKING AND PICK-UP!When the TSP comes to your home they will make an inventory of all your items.  While they are listing items on the inventory, they are also writing codes that pertain to the condition of your property at the time of pick-up.  It is not uncommon for the movers to note pre-existing damage, like “scratched” or “chipped,” on the inventory of your furniture.  You can object in writing to anything written that you do not agree with.  There is usually room at the bottom of each inventory sheet to allow you to do this.  As we mentioned before, photos and/or videos of items are important because they will back up any objection you might have about what the TSP wrote down!  Otherwise, you may not get fully reimbursed for your damage, as the inventory will reflect “pre-existing damage.”

http://www.digitaltrends.com/wp-content/uploads/2009/12/taking-picture-photographer.jpg
http://www.digitaltrends.com/wp-content/uploads/2009/12/taking-picture-photographer.jpg


• Make sure the movers list the totes’ contents on the inventory!

• Review the inventory before you sign it!

Things You Pack Yourself

Presenter
Presentation Notes
If you personally pack any items in a tote or container prior to the carrier’s representative completing the packing of your household goods, make sure the carrier indicates the contents of the tote on the inventory.  It is common for them to just write tote or plastic container on the inventory, without listing the contents of the container or tote.  There’s no way for you to prove the contents were tendered to the carrier if they are not listed. They don’t have to list everything but they need to provide a general description of the contents.  This is also true if the carrier does the packing and the carrier simply writes a similar generic description such as “plastic container” on the inventory that doesn’t indicate the contents were tendered to the carrier.  Doing everything you can do to ensure your property is properly labeled and accounted for on the inventory at your origin address can help to ensure your property arrives in the same condition at your destination address. 



Take your time and 
make sure your 

inventory is accurate 
and complete before 
you sign it.  If you see 

any errors, correct 
them before you sign.

The Inventory

Presenter
Presentation Notes
Review the inventory before you sign it.  When you sign the inventory you are agreeing with the TSP’s description of your property and it may affect any claim you might have when your items are delivered.  Make sure you receive a copy of the inventory.  Remember, ensuring this inventory is an accurate accounting of your property can help to alleviate any claims at destination or it can help document any loss or damage claims you may later file.



High Risk/High Value Inventory

• May include, but not limited to currency, coins, jewelry, silverware,
crystal, figurines, furs, objects of art, software programs,
manuscripts, comic books, baseball cards, stamps, and other
collectable items that have a value in excess of $100 per pound

• For purposes of determining the TSP’s liability, all such items shall
be deemed to weigh at least one pound.

• Transportation Service Provider (TSP) liability only $100 per lb per
article if you fail to inform after TSP asks in writing

• High Risk/High Value Inventory usually separate inventory
– Review it carefully
– You and TSP must open all containers on HR/HV inventory and

physically inspect before signing the inventory
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Presentation Notes
Besides the main inventory, you may have a High Risk/High Value Inventory completed as well.  Just as it describes, this separate inventory lists the High Risk and High Valued items you’re shipping.  As discussed earlier, you should refrain from shipping easily pilfered items.  However, the High Risk/High Valued inventory may contain expensive items such as currency, coins, jewelry, silverware, crystal, figurines, furs, objects of art, software programs, manuscripts, comic books, baseball cards, stamps, and other collectable items that have a value in excess of $100 per pound.



Delivery Day!

Presenter
Presentation Notes
The next time you will see the inventory will be at your new address on the day of delivery.  Be prepared for this day to be more hectic than Packing Day was at your origin address.  Some TSPs will provide you with a sheet listing inventory numbers, also known as a “Bingo Sheet.”  This sheet, or even a copy of the inventory, can be used to mark each box or item as it is being delivered.  This way, you can notify the TSP at the time of delivery of any items that are damaged or missing.  If the delivery TSP is rushing or hurrying you and you are finding it difficult to keep up with them; tell them to slow it down.  If things aren’t going the way you think they should, contact your local TMO Quality Assurance and ask for them to visit your home during the off-loading of your property.  Alternatively, if your TMO QA can’t help, call the CSC at 1-877-754-1212 for advice. 



• TSPs using either an “1850” or “1840” to annotate loss/damage at delivery

• Either form is correct

• Fill out the front BEFORE the movers leave  your house

• Fill out the back if you discover additional damage after they leave

Filling out the Notice of Loss or 
Damage at Delivery

Presenter
Presentation Notes
Before the TSP leaves, ensure all your items have been delivered and notify the TSP of any missing or damaged item.  The TSP’s representative will have you sign the inventory so it is your responsibility to make sure you review the document before they leave or have an agent to do it for you.  This is a good time to annotate the missing or damaged items and then list those items on your Notice of Loss or Damage Report form.  The front side of the Notice of Loss or Damage Report form is used on the date of delivery to note anything you or the carrier notice are missing or damaged on the delivery date.  The carrier should provide additional Notice of Loss or Damage Report forms if you need more lines to write your damages.  The TSP’s contract requires them to unpack everything if you want them to.  If they unpack, they should list the damage on the front of the Notice of Loss or Damage Report form.  If you don’t want them to unpack, or you discover missing or damaged items after the TSP has left, you have to list additional damage on the back side of the Notice of Loss or Damage Report form.When listing the damages you want to make sure you are very descriptive.  For example, if you have DVDs missing, you need to put the inventory number of the missing box and the quantity of DVDs that were packed in it.  If you have furniture damage, list the inventory number, item name, and the specific type of damage; for example: “kitchen table right-leg scratched,” not just “kitchen table scratched.”    Make sure your agent is knowledgeable about the contents of your shipment and knows what to look for.  The important thing here is to take your time and make sure you, or your agent, account for your property.  Call the Claims Service Center at 1-877-754-1212 if you have any questions.



• Multiple ways to make this happen
– Via the DPS Claims Module (preferred if moved in DPS)

• Go to www.move.mil to start the process
• YOU MUST HIT THE SUBMIT BUTTON IN DPS FOR YOUR LOSS/DAMAGE 

REPORT TO BE TRANSMITTED TO YOUR TSP
• NOT HITTING SUBMIT WILL HAVE NEGATIVE IMPACT ON CLAIM

– Via the Form 1851 (reverse of Form 1850)
• Mail this form directly to your TSP…send certified, return receipt

• For shipments picked up on or after 15 May 20, this must be done 
within 180 days from delivery date.  TSP must be notified of ALL loss 
or damage within the 180 day period.  For shipments pick up prior to 
15 May 20, you have 75 days from delivery date.

• If not, will have a negative effect on any claim you may file
• This Notice puts your TSP on notice that you have found additional 

loss/damage since your goods were delivered
NOTE:  This is not the same as filing a claim against your TSP

• If your shipment was not moved in DPS (CHECK WITH TMO), you 
have 75 days to submit your Loss/Damage Report.

Filling out the Notice of Loss or 
Damage After Delivery

Presenter
Presentation Notes
Multiple ways to make this happen- Via the DPS Claims Module (preferred if moved in DPS)	-- Go to www.move.mil to start the process- Via the Form 1851 (reverse of Form 1850)	-- Mail this form directly to your TSP.  (send certified, return receipt). This must be done within 75 days from delivery date.  If not, will have a negative effect on any claim you may file.  The Notice puts your TSP on notice that you have found additional loss/damage since your goods were delivered – NOTE:  This is not the same as filing a claim against your TSP.- Via the DD Form 1840R	-- Turn-in at local legal office within 70 days from delivery.  Allows the legal office 5 days to dispatch.  

http://www.move.mil/


– FOOT STOMPER!!!!
– YOU MUST HIT THE SUBMIT BUTTON IN DPS FOR

YOUR LOSS/DAMAGE REPORT TO BE TRANSMITTED TO
YOUR TSP W/IN 180 DAYS (or 75 DAYS.)  See previous slide.

– YOU MUST HIT THE SUBMIT BUTTON IN DPS TO NOTIFY
YOUR TSP THAT YOUR CLAIM HAS BEEN FILED WITHIN
9 MONTHS OF DELIVERY

– NOT HITTING SUBMIT FOR YOUR LOSS/DAMAGE
REPORT AND YOUR CLAIM WILL HAVE A NEGATIVE
IMPACT ON YOUR CLAIM

– ANY OTHER DPS STATUS SUCH AS “IN PROGRESS OR
CREATED” WILL NOT SUFFICE.

– If your shipment was not moved in DPS (CHECK WITH
TMO), you have 75 days to submit your Loss/Damage
Report.

–

HIT SUBMIT!!!

Presenter
Presentation Notes
Multiple ways to make this happen- Via the DPS Claims Module (preferred if moved in DPS)	-- Go to www.move.mil to start the process- Via the Form 1851 (reverse of Form 1850)	-- Mail this form directly to your TSP.  (send certified, return receipt). This must be done within 75 days from delivery date.  If not, will have a negative effect on any claim you may file.  The Notice puts your TSP on notice that you have found additional loss/damage since your goods were delivered – NOTE:  This is not the same as filing a claim against your TSP.- Via the DD Form 1840R	-- Turn-in at local legal office within 70 days from delivery.  Allows the legal office 5 days to dispatch.  



Full Replacement Value (FRV) 
Contracts

– Repair the item if repairable
– Replace the item w/ new or comparable item
– Pay you cash to repair or replace the item

It’s not exactly what it sounds like . . . 
The TSP has the option to:

Presenter
Presentation Notes
Most DoD household goods move under the “Full Replacement Value” program.  This significantly changes how claims are filed and processed.  Under Full Replacement Value, you file your claim directly with the TSP.  Full Replacement Value, or FRV, is for those items missing or destroyed.  This means that the TSP cannot depreciate the replacement cost of an item.  If the item is damaged, rather than missing or destroyed, the TSP can have it repaired, get estimates of repair themselves, or, in very limited circumstances, request you get estimates of repair.  You should not get estimates under Full Replacement Value moves unless the TSP or the Claims Service Center requests it.  Remember:  You must notify the TSP within 75 days of delivery that you have missing or damaged items and must file a claim within 9 months of delivery.  If you fail to meet these guidelines this will have a negative effect on the outcome of any claim you may file!   



Defense Personal Property System (DPS)

Move.mil is the gateway to DPS to file your Loss/Damage Report & Claim

Presenter
Presentation Notes
DEFENSE PERSONAL PROPERTY SYSTEM (DPS)Most DoD moves are now completely web-based in a system called Defense Personal Property System or DPS.  Instead of TMO picking your TSP and setting up your packing, loading, and unloading dates, you’ll do it in DPS.   You can access DPS from www.move.mil.  You are required to file your Notice of Loss/Damage After Delivery within 75 days in DPS and file your claim within 9 months in DPS.  Follow the instructions in DPS.  You’ll negotiate with the TSP using DPS.  If you don’t agree with the TSP on any particular item or items, you can transfer those items to the Air Force.  If you decide to transfer items to us, please be aware that the “transfer” function in DPS doesn’t physically transfer items.  After you’ve hit the “Transfer to MCO” button in DPS , please contact the Claims Service Center at 1-877-754-1212 and we will advise you on the next step of the process.   Please contact the Claims Service Center if you have any questions whatsoever.



Non-DPS FRV Claims
- Not all shipments are in DPS.  A small minority of 
shipments are under local contracts.
- Claims for these shipments must be filed directly against 
the delivery carrier within 9 months for Full Replacement 
Value
- Loss/Damage Reports are filed directly with the delivery 
carrier within 75-days

Presenter
Presentation Notes
About 95% of moves are now in DPS.  However, if your household goods weren’t moved in DPS, you’ll file any claim directly with your transportation service provider.  If you’re not sure if you should file your claim within the DPS claims module, please contact the Claims Service Center.  



DPS FRV Claims
• If you can’t settle with the TSP on certain items you can file

those unresolved items with the Claims Service Center
(CSC)
– You’ll be paid under normal depreciation rules
– CSC will assert FRV claim against TSP
– If we recover FRV from the TSP, you will be paid an additional

amount

• If your TSP denies liability and places it on a prior handler,
such as the warehouse where they picked up your
shipment, you may be eligible to receive FRV from the
CSC

• Call the CSC for assistance
• DSN 986-8044 or 1-877-754-1212

Presenter
Presentation Notes
If, after you’ve filed your claim with the TSP, you agree with the TSP on an item, you’ll sign a legal release for that item and take your money.  The TSP should provide an itemized listing of their offer on all items.  The legal release should only release the TSP from further liability on items that you agree with the TSP’s offer.  If you don’t agree with the TSP’s offer on an item, and aren’t sure whether you should sign the release and accept the money, you should contact the claims service center for guidance and advice.  For every item on which you do not agree with the TSP’s offer and you haven’t released the TSP, you can file with the Air Force Claims Service Center.  You’ll be paid appropriate repair or depreciated value for these.  The claims service center will then try to collect the full value from the TSP.  If the Claims Service Center collects more money from the TSP than you were paid, you will get the extra money. If your TSP denies liability and places it on a prior handler, such as the warehouse where they picked up your shipment, you may be eligible to receive FRV from the CSC.  Call the CSC for assistance at DSN 986-8044 or 1-877-754-1212   



Total Loss Claims under FRV

Call Claims Service Center if claim amount is greater 
than or near the limit

TSP’s Liability under FRV is 
limited to the greater of either:

• $7,500 per shipment
or

• $6.00 x net weight of 
shipment up to $75,000

Presenter
Presentation Notes
There are limits to the TSP’s liability under FRV.  TSPs are only liable for $5000 per shipment or $4.00 times the net weight of the shipment up to $50,000, whichever is greater.  If you experience a catastrophic or total loss or think your losses will be greater than or near the TSP’s maximum liability, you should contact the Claims Service Center.  The Claims Service Center has authority to pay claims in excess of the TSP’s maximum liability for an additional $40,000 at Full Replacement Value.  We may require more documentation than the TSP… so please call us before you settle with the TSP or cash any checks.    



Time Limits to File a Claim

 If you don’t file within 9 months,
 file with the Claims Service Center

within 2 years of delivery
 Not entitled to FRV

 but claim still adjudicated
using standard depreciation
rules

- 9 MONTHS:  From date of
delivery to file your claim in 
DPS to get FRV

 2 year Statute of Limitations is not waiverable

Presenter
Presentation Notes
To receive Full Replacement Value, you must file your claim within 9 months of delivery.  You still have to get your Notice of Loss or Damage Report forms filed within 75 days but you don’t have to file the claim until 9 months from delivery.  The TSP is required to inform you about the claims process.  If it’s not done in DPS, the TSP should give you either a toll free number or a web site.   If you don’t file your claim within 9 months, or you waive your right to FRV, you must file your claim within 2 years from delivery.  You may file that claim with the TSP or with the Claims Service Center and your claim will be adjudicated using standard depreciation rules.   If you are close to the 2 year point since delivery or beyond that point, call the claims service center immediately.  Most often, if you go beyond 2 years from your delivery date, you probably have not met the legal statute of limitations and will not be compensated for your damages.  The statute of limitations is not waiverable.  There are some periods of time relating to war activities that may not be counted against the 2 year period, but those periods are very limited and technical. Contact the CSC at DSN 986-8044 or 1-877-754-1212 for advice.



Visit our website to file your claim or for claims information:

https://claims.jag.af.mil/

Filing Your Claim with the Air Force

Presenter
Presentation Notes
If you missed the 9 month deadline, you can still file your claim with your TSP or you can file online with the Claims Service Center at https://claims.jag.af.mil; however, you will not receive FRV for your damaged or missing items.  Your claim will be adjudicated using standard depreciation rates.



POV Damage Claims

• Follow TMO guidance on
POV drop off
– Strict rules on POV condition

at drop off

• POV pick up at port
– Thoroughly inspect
– Don’t let inspector rush you
– Note ANY and ALL damage

on DD Form 788, Vehicle
Shipping and Inspection
Form (VSIF)

Different process than filing for household goods damage

Presenter
Presentation Notes
Claims for damages suffered from the shipment of a privately owned vehicle are completed using a different process than filing for household goods damage.  Ensure you have followed the guidance from your Traffic Management Office concerning the shipment of your vehicle.  This includes the strict rules for the condition of the vehicle when it is dropped off and picked up at the port.  During drop off, ensure you concur with any pre-existing damages noted by the inspector prior to signing the shipping document.  When picking up the vehicle, at the port, thoroughly inspect the vehicle and note any damages on the shipping document. 



POV Damage Claims

Front of DD Form 788 Reverse of DD Form 788

• Note ANY and ALL damage on reverse side of DD Form 788,
Vehicle Shipping and Inspection Form (VSIF)

• Later discovered damage MUST be reported to base legal office
or Claims Service Center within 30 days!!!

• Contact base legal to inspect your POV

Presenter
Presentation Notes
If your vehicle arrives at the destination port ahead of you, it will be held at the terminal.  Terminal space is limited so make sure you pick up promptly to avoid costs.When going to pick up your vehicle, you must have the following to pick up your vehicle: Proper identification (military ID, driver's license). Copy of DD Form 788, Vehicle Inspection and Shipping Form (VISF), received at origin port Complete set of keys. List any loss/damage on DD Form 788/VISFWhen picking up your vehicle at the destination port, you should allow sufficient time to thoroughly inspect your vehicle for damage.  You should carefully note all damages on the DD Form 788/VISF.  If damages are discovered after leaving the port, you should immediately report those damages to the nearest base legal office and/or contact the Claims Service Center.  Having the base legal office conduct an inspection would also be a great way to validate the damages after leaving the port.



• Be wary of accepting any payment from the vehicle processing
center or the shipping company at pick up unless you’re
ABSOLUTELY sure it will adequately compensate you for the
damages.

• Contact the CSC if you have any questions about settling or
accepting payment for POV damages.

• Acceptance of payment may be considered FINAL
settlement and will prevent you from being compensated
later

POV Damage Claims

Presenter
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Be wary of accepting payment for damages while at the Vehicle Processing Center at the time of pickup.  If you accept payment make sure that you read any paperwork Vehicle Processing Center personnel want you to sign.  You may inadvertently forgo your rights to file for any other damages not readily visible and discovered later.  Again, it is very important to read, in detail, anything you’re asked to sign while at the Vehicle Processing Center so that you are not barred from further recovery for later discovered damages with the government.  If you accept any payment from the Vehicle Processing Center, it will be considered final settlement and will not allow you to file a claim later.  It’s also a good idea to be aware of the local cost to repair items prior to accepting an on-site payment.



Top Reasons Your Claim Could 
be Negatively Impacted

• Provided Notice of Loss or Damage past the 180th or 75th day
• Filed claim past 9 months from date of delivery – No FRV
• Claimed item not on the inventory
• Shipped lots of jewelry and it was not on the high risk/high value 

inventory
• Signed inventory listing entire baseball card collection in a box marked 

“lamp”
• Signed inventory listing “plastic container” for tote full of expensive 

silverware
• Did not use DPS for household goods shipment
• Forgot to list damages on your Ferrari prior to

leaving port

Presenter
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Today’s Top 10 Reasons your claim could be negatively impacted, no or little payment made.Provided Notice of Loss or Damage past the 75th dayFiled claim past 9 months from date of delivery – No FRVClaimed item not on the inventoryShipped lots of jewelry, and it was not on the high risk/high value inventorySigned inventory listing entire baseball card collection in a box marked lampSigned inventory listing “plastic container” for tote full of expensive silverwareDid not provide Notice of Loss or Damage on a missing bed at time of deliveryDid not provide Notice of Loss or Damage on a missing bed after deliveryDid not use DPSForgot to list damages on your Ferrari prior to leaving port



DSN 986-8044 or 1-877-754-1212
Email:  AFCSC.JA@us.af.mil

Snail Mail:  
AFCSC/JA,1940 Allbrook Ave, Ste 512

WPAFB, OH 45433

We Are Your Advocate!

Presenter
Presentation Notes
Finally, the Air Force Claims Service Center is open Monday thru Friday from 0730 to 1630 EST. You can call any time to talk to a claims paralegal to assist you with your claim. 

mailto:AFCSC.JA@us.af.mil
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