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 CLAIMS FOR FULL REPLACEMENT VALUE (FRV) COVERAGE  COUNSELING CHECKLIST AND MEMBER/EMPLOYEE INFORMATION 
PRIVACY ACT STATEMENT
AUTHORITY: 37 USC 406 and 5 USC 5726.
PURPOSE: A Counseling checklist used by the transportation office for shipment of personal property, and it ensures the customer is aware of FRV process (timelines, quick claims, etc.)
ROUTINE USE(S): May be provided to commercial Transportation Service Providers (TSP) carriers and/or their designated shipping agents.
DISCLOSURE: Voluntary; however, failure to provide the requested information may delay shipment and/or storage of your personal property and/or impede storage arrangements.
1. FRV FOR LOST OR DESTROYED ITEMS. 
- To have your claim paid on the basis of FRV, you MUST file your claim directly with the transportation service provider (TSP) within 9 months of delivery.
- TSP is liable for the repair or FRV cost of a damaged item, whichever is less, and for the FRV cost of lost, or destroyed items.
- Items damaged but not destroyed, the TSP will, at your option, either repair the items to the extent necessary to restore them to their original working condition when received by the TSP, or pay you for the cost of such repairs. 
- TSP is OBLIGATED to replace or pay FRV for items that are damaged beyond repair and/or cannot be repaired to original working condition or usefulness.
- Most items destroyed (i.e., the repair cost exceeds replacement cost) or lost, the TSP will at its option, either replace the lost or destroyed item with a new item or pay the undepreciated fair market replacement cost of a new item. Replacement cost will be for a like and comparable item if the exact item cannot be located.
2. TIMELY NOTIFICATION. 
- Loss or damage to an item MUST be reported to the TSP within 180 days of the date of delivery (shipment scheduled after 15 May 2020).
- The delivering TSP will, along with you, record loss or damage on a “Notification of Loss or Damage AT Delivery” form. The TSP will provide a toll-free number and email address that you can use to contact the TSP or mail a claim. 
- For split shipments or partial deliveries, a separate “Notification of Loss or Damage AT Delivery” form will be completed whenever property is delivered. 
- Loss or transit damage discovered after delivery shall be listed on the “Notification of Loss or Damage AFTER Delivery” form faxed or mailed to the TSP within 180 days of the date of delivery (shipment scheduled after 15 May 2020) 
- The preferred method of submission to the TSP is through the DPS on-line Claims Module. If you are unable to file on-line, you may give written notice of loss and damage to the TSP within 180 days of the date of delivery (shipment scheduled after 15 May 2020). 
- The Notification of Loss or Damage After Delivery MUST be mailed by certified receipt, faxed or emailed to the TSP identified on the form; be sure to keep a copy of what you send to the TSP. 
- For shipments that were scheduled after 15 May 2020, the TSP must notify you at 60 and 150 days, after delivery point of the date the Notice of Loss or Damage (NOLD), and the date the claim is due, in order to retain FRV. Claims Management in DPS enables you to work directly with the TSP to obtain settlement for any loss, destruction, or damage to your belongings while the goods were in the possession of the TSP. 
- DPM and NTS shipments have not had the contracts updated to include the 180 NOLD period, they are still 75 days.
3. CLAIM MUST BE FILED WITHIN 9 MONTHS TO RECEIVE FRV. 
- Notification of Loss or Damage AT/AFTER Delivery does not constitute the filing of a claim. A claim MUST be filed via DPS claims module: https://dps.move.mil/cust for noted loss and/or damage to the TSP within 9 months after the date of delivery. The claim MUST list each item that was lost or damaged and give a general description of the damage. 
- You do not need to obtain estimates of repair in order to file your claim. The TSP is responsible for obtaining estimates, if you file your claim directly with the carrier within 9 months of delivery. You may not be reimbursed for any estimate fees on estimates you obtain without the TSP’s express request. 
- Do not delay filing your claim past the nine-month deadline in order to get additional information you think the TSP may need. If your claim has been timely filed, additional information may be presented at a later time. 
* If your move was initiated in the DEFENSE PERSONAL PROPERTY PROGRAM (DP3) your Claim for Loss/Damage must be filed online in the DEFENSE PERSONAL PROPERTY SYSTEM (DPS) by accessing https://dps.move.mil/cust, and entering your username and password. For access problems, contact the DPS Help Desk at (800) 462-2176, (618) 220-7332, or DSN 770-7332. 
4. LIMITS OF LIABILITY. 
- The TSP’s maximum liability on a shipment is the greater of $7,500 or $6.00 times either the net weight of the HHG shipment or the gross weight of the UB shipment, in pounds, not to exceed $75,000.  - If the amount of your loss exceeds the TSP’s maximum liability, you may file a claim with a military claims office for any loss in excess of the carrier’s payment. However, the military claims office can only pay the depreciated replacement value or repair cost, whichever is less, for those items for which the carrier did not pay. In the alternative, you may try to purchase FRV coverage from a private insurance company to cover potential losses in excess of  $75,000.  - If the claim is filed directly with the TSP more than nine months after delivery and within two years, then the TSP is liable for depreciated value, up to a maximum of $1.25 times the net weight of the shipment in pounds. Claims filed after the two-year statute of limitation may be denied by the TSP and the MCO. 
5. SETTLEMENT OF LOSS AND DAMAGE CLAIMS. 
- TSP is required to pay, deny, or make an offer on all claims valued at $1,000 or less within 30 days of receipt of the claim and on all other claims within 60 days of receipt.  - The TSP will issue payment to you or initiate repair of items within 30 days of receipt of notice that you have accepted a full or partial settlement.
6. PARTIAL SETTLEMENTS. 
- If you cannot reach a mutually acceptable settlement directly with the TSP on part of your claim, you can accept payment from the TSP on those items on which you and the TSP have reached agreement. You may accept the offer for some of the items, and reject the offer or denial for other items and transfer the claim for those items to the MCO.
7. QUICK CLAIMS. 
- The TSP may establish a quick claim settlement procedure to quickly resolve and pay claims for minor loss or damage discovered at the time of delivery.
- Quick claim procedures cover payments for an aggregate amount not to exceed $1,000, with full payment made within 5 calendar days of delivery.
- The process of settling and paying such claims will be left to the discretion of each TSP. The quick claim must specifically list the items and the damage for which payment is being made. 
- If you receive a quick claim settlement and then file an additional claim, the additional claim may not include items that were settled through the quick claim process.
8. INSPECTION OF ITEMS BY THE TSP.
- The TSP may inspect the damaged items at any time prior to settlement of the claim after coordinating with you on a convenient time.
- If you repaired an item before the TSP inspection, you MUST provide the repair bill or some other evidence of the damage and repair cost to the TSP.
- If you disposed of a damaged item, you MUST give the TSP evidence that the item was damaged beyond economical repair or was a potential health hazard to you or your family. 
- Call the TSP before a claim is settled and ask the TSP to inspect or give permission to dispose of damaged items, the TSP will, within two business days after being contacted, notify you that either the items will be inspected or that you may dispose of the items. When the TSP gives notice to inspect the items, the TSP will do so within 45 days of you being contacted unless an extension is requested and granted. You must cooperate with a TSP’s request to inspect damaged  items. Additionally, if you dispose of damaged items prior to the TSP’s inspection or their permission to dispose of these items, these items may be denied by the TSP and the MCO.
9. SALVAGE. 
- To the extent not prohibited by law or agreement, the TSP is entitled to take possession of and sell for salvage a damaged item on which the TSP has paid you either the depreciated or full (i.e., undepreciated) replacement cost, or replaced the damaged item with a new item. 
- If a lost item is located after your claim has been paid, you may decide either to request or decline delivery of the item(s). If you elect to receive a found item, you MUST refund any amount paid on that item.
- If the TSP locates an item within 60 days of receipt of notice of the loss, and a claim on that item has not yet been paid, you are obligated to accept delivery of the item in lieu of a claim, even if you have replaced the item. 
- If the TSP locates a lost item more than 60 days after receipt of notice of the loss, but the item has not been replaced, and a claim on the item has not been paid, you are obligated to accept delivery of the item in lieu of a claim. 
- If a lost item is later delivered with damage, the time limits for qualifying for FRV protection and for filing claims on that item will not commence until the delivery of that item.
10. ESSENTIAL ITEMS. 
- The TSP is responsible for promptly dealing with owners who have had essential items lost, destroyed or made unusable due to damage. You MUST notify the TSP, military claims office, or personal property shipping office of such a loss within 7 days of the date the goods were delivered. 
- Essential items include but are not limited to: (1) Refrigerators or other appliances necessary for the safe storage and preparation of food, (2) Necessary medical equipment and (3) Mattresses. 
- Upon notification of the loss of an essential item, within two (2) business days, the TSP shall either pay for such items, provide temporary or permanent replacements for them, or make other arrangements as agreed to by you. 
- Any payments made by the TSP shall be considered an advance on any claim and should not exceed the TSP’s expected total liability. You are required to file a claim for the loss. Any advance payment will be deducted from your eventual  award.
11. CATASTROPHIC LOSS PAYMENTS.
- The TSP is responsible for identifying and making partial, advance payments to you for a catastrophic loss to relieve hardships associated with the loss of all or a majority of household goods or unaccompanied baggage. Catastrophic loss occurs when an estimated 60% of the inventory line items in a given shipment are lost, damaged or destroyed.  TSP or MCO can establish a catastrophic lost at any time no matter the estimated loss. - The payments are an advance and will not exceed the TSP’s expected total liability. You are required to file a claim. Any advance payment made will be deducted from your eventual award. Payments are subject to the same maximum liability and rules as all payments.  - The TSP will make payment or come to an agreement on payment within 48 hours of contacting you.
12. HIGH VALUE ITEMS AND HIGH RISK ITEMS. 
- High value/high risk items may include but is not limited to currency, coins, jewelry, silverware and silver service sets, crystal, figurines, furs, objects of art, computer software programs, electronic items, furniture, manuscripts, comic books, baseball cards, stamps, and other collectable items or rare documents that have a value in excess of $100 per pound. Individual CDs or DVDs with a value in excess of $50 will be considered a high value item. 
- If you fail to inform the TSP that such items are included in the shipment after the TSP has asked you in writing to list any such items in the above categories that will be included in the shipment, the TSP liability for high value items that you do not list shall be limited to $100 per pound of the article. 
- Items such as CDs, video tapes and DVDs, that do not qualify as high value items for purposes of this provision limiting liability may be included on a high risk/high value inventory.
- Your responsibilities at delivery: You and the TSP MUST open all containers in which the high risk/high value items were packed; remove the items from the containers and physically inspect each item before you sign the high risk/high value inventory form. Items on the high risk/high value inventory form that are not noted as missing at delivery, may be denied by the TSP and MCO. 
Be sure to keep a copy of what you send to the TSP and send your claim by certified mail.  Air Force members/employees should email afcsc.ja@us.af.mil/ or toll free at 1-877-754-1212  Army members/employees should visit https://www.jagcnet.army.mil/ at 1-502-626-3000Coast Guard members/employees should visit https://www.uscg.mil/respurce/legal/LSC/LSC-Claims-Division at 1-757-628-4212Navy & Marine members/employees should visit http://www.jag.navy.mil/organization/code_15.htm or toll free 1-888-897-8217 
A member/employee should contact the closest Military Claims Office on FRV issues the member/employee and TSP cannot resolve   Revised 05/14/2021/K. Wells/US Army Claims Service & J.D Reese Director, Claims Service Center, AF Legal Operation Agency  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