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Step by Step: The Claims Process

This document describes the claims process from the time your goods are delivered, until the time you are awarded a payment on your claim—if payment is warranted.

1.  When you meet your delivery agent (the truck arrives), get your DD Form 1840/1840R (pink forms) from the driver or agent in charge.  The carrier's portion should already be filled out by the carrier.  Be sure there is a weight for your move listed on the form.  If there is not, ask the driver exactly what the weight was and annotate it on the form.

2.  Get your copy of the inventory sheets from the carrier and lay them out so you can see them easily.

3.  Check your household goods as they come off the truck.  If you see obvious damage to any of your non-packed items (furniture, for example), or if the carrier or any of its agents damage anything while unloading the truck, annotate that damage on the DD Form 1840 (NOT THE 1840R side).  Be sure you annotate this damage while in the company of the carrier/agent.

4.  When the carrier is finished unloading your household goods, and unpacking (if you chose to have them do so), be sure the carrier signs the DD Form 1840 acknowledging your annotations.  You sign the form as well, and keep a copy WITH BOTH SIGNATURES on it.

5.  You now have 70 days to unpack, organize, and see if anything else is damaged.  If you do find other items damaged or missing, annotate those items and the damage on the DD Form 1840R (the reverse side of your signed DD Form 1840).  Be sure you REVERSE THE CARBONS.

6.  Gather up or store your damaged items (accept items that could cause a health hazard, like glass or moldy items) in a place that is easily accessible to a claims examiner should an inspection be required if and when you file a claim.  Do not throw away, sell, or otherwise dispose of anything you intend to make a claim for.

7.  If you did annotate anything on the DD Form 1840R side, YOU MUST bring the DD Form 1840/1840R into the claims office within 70 days from the date your household goods were delivered. You do not need an appointment to turn in your DD Form 1840/1840R.

Note:  It is recommended that you visit the claims office within 70 days even if you did not annotate damaged or missing items on the DD Form 1840R side.  

8.  When you come into the claims office, your DD Form 1840/1840R will be "dispatched" to the carrier to provide proper notice to the them (through us) that you intend to file a claim.  You will then be provided with a claims package that includes the forms and instructions you need to file a claim.

Note:  At this point, you will have TWO YEARS from the date of delivery to file your official claim for the loss or damage you sustained in your move.  This deadline is very strict and cannot be waived.  It is mandated by congress.

9.  The carrier or an agent of the carrier could call you to request an inspection of the damaged property.  You must cooperate with the carrier/agent if such a request is made.  If you have any questions about this phase of the claims process, call the claims office.

10.  Decide which items can be repaired, and which item cannot be repaired.  Get your estimates of repair, replacement substantiation, and other required documents as explained in the claims package.

11.  Call the claims office to schedule an appointment within TWO YEARS from your date of delivery.

12.  Show up for your appointment at the scheduled time and date with all required paperwork and file your claim.

13.  Be home for the claims inspection if one was scheduled during your claims appointment.

14.  Within 7 to 14 days from the date you filed your claim, you will be notified in writing of the outcome of your claim.  You will also be notified how much your award will be—if an award is in order.

15.  You will have 60 days from the date of the award letter to contest the outcome of your claim which is called "submitting reconsideration".  If you request reconsideration, it must be in writing and state the specific reasons why you contest your settlement and include evidence to support the request.

Note:  An award letter is different from a deferment.  Some or all of a claim could be deferred in certain cases.  Number 13 above refers to a letter stating final settlement of a claim and not deferment letters.  Letters that notify claimants of deferments have extra instructions within the letter.  A deferment does not preclude you from requesting reconsideration once your claim is finally settled.

16.  Within about 30 days, a check for the amount of settlement will be mailed to the address you provided on the DD Form 1842 (official claim form).  If you chose to have the funds electronically deposited into your account, the deposit will occur within about the same time frame.

17.  Depending on the type of move you had, the Air Force or the carrier may be calling you to set up an appointment to pick up property that was replaced.

