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	     GENERAL CLAIMS INSTRUCTIONS             		                 HOUSEHOLD GOODS AND HOLD BAGGAGE CLAIMS





               PLEASE READ - THIS CAN AFFECT YOUR SETTLEMENT AMOUNT





Welcome to the Fort Knox area, [or at least to the claims area serviced by Fort Knox, which includes part of KY, all of IN, OH, and MI.]  We hope that you had a safe trip and a damage free move. However, if you did have damage to your household goods during the move, we stand ready to assist you in getting your household back in order.  We will do our best to settle your claim in a quick, efficient, and fair manner, but in order to do so we will need some help from you.





Claims are processed under the provisions of Army Regulation 27-20, which places the burden on the claimant to properly complete the required forms, and to provide documentation substantiating the claim.  Failure to do so will normally delay the processing of your claim, and may result in a lower award.  If you require assistance, contact the Office of the Staff Judge Advocate, Attention: Claims, Fort Knox, KY 40121-5000.  We are located in Pike Hall, Bldg. 1310, Corner of Knox Street and 3rd Avenue, Fort Knox, or telephone (commercial) (502) 624-6913/4648 or (DSN) 464-6913/4648. Our fax numbers are ext. 2375 or 2488.  Telephone hours are 0730-1600.  Collect calls cannot be accepted, but we can call you back once you have contacted us.  Our e-mail address is: [ClaimsHelp@knox.army.mil].  Office hours are 0900-1600, Monday, Tuesday, Wednesday, & Friday; and 1300-1600 on Thursday; and we are open during the lunch hour.  If you provide us an e-mail address we will send your award letter in that format along with a hardcopy by regular mail. This may help alleviate any mail delivery problems associated with increased USPS security.                                  





1.  Within 70 days of delivery of your household goods, you MUST report all damage and losses on the (pink) DD form 1840/1840R, so that the carrier can be notified.  You should come to the claims office with all copies of the 1840/1840R that was provided to you so that it can be processed and dispatched to the carrier.  If you cannot come to the office, mail all pink copies to the address above, ensuring that you provide a return address, along with a daytime phone number.  Be sure to keep a photocopy of the 1840/1840R (both sides) in the unlikely event that the form gets lost in the mail.  Failure to report all damaged or missing items in a timely manner will normally result in a reduction in the amount of compensation for your claim.  You normally cannot be paid for items that are not noticed to the carrier within the required time period.





2.   Although you have TWO YEARS from the date of delivery of your goods to file a claim against the Government, you should file the claim as soon as possible. PLEASE REMEMBER - TURNING IN THE DD Form 1840/1840R [pink form] DOES NOT constitute the filing of a claim.  ALSO, a claim is NOT considered to be “filed” UNTIL IT IS ACTUALLY RECEIVED BY THE CLAIMS OFFICE.  Simply putting it in U.S.Mail channels does not constitute "filing" the claim.





REMEMBER, THERE ARE TWO DEADLINES THAT YOU MUST MEET- 1) YOU MUST FILE THE [PINK] DD FORM 1840/R WITHIN 70 DAYS AFTER THE DELIVERY OF YOUR GOODS; AND  2) YOU MUST FILE THE COMPLETED CLAIMS FORMS WITHIN TWO YEARS OF THE FIRST DELIVERY OF YOUR GOODS. If you have multiple deliveries on the same shipment the two year period starts when the first delivery is made. 





IF YOU ARE BEING DEPLOYED AND ARE CLOSE TO THE 2-YEAR DEADLINE FOR FILING A CLAIM, OBTAIN, SIGN, AND FILE A DD FORM 1842 [CLAIM FORM] ASSERTING YOUR CLAIM WITH YOUR BEST ESTIMATE OF THE AMOUNT YOU ARE CLAIMING. Repair estimates, orders, inventory, GBL, etc. can be filed at a later date to fully substantiate the claim. Our office will assist you in getting missing inventories or GBL’s if you cannot do so.  IT IS ESSENTIAL THAT YOU FILE THE DD FORM 1842 TO TOLL THE RUNNING OF THE STATUTE OF LIMITATIONS.
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3.  You always have the option of filing a claim with either the Army or directly with the carrier, but you cannot normally do both, or accept duplicate award payments from both. If a carrier contacts you and makes an offer to settle your claim, or informs you that lost items have been found, you should notify this office immediately.  Do not accept or sign any release without the approval of this office.  





4.  It may be necessary for a representative of this office or the carrier to conduct an inspection of your damaged property.  The carrier has a right to inspect, or have a designated repair shop inspect the damaged goods after delivery; and the failure to allow him to do so could result in a reduction in the amount we can pay on your claim. If, however, damage items are hazardous, or the condition of the goods could cause health problems for your family, call us for permission to discard them.





5.  It is a regulatory requirement that: 





     


     a. FULL REPLACEMENT INSURANCE:  As an exception to the rule that Claimants can file either with the Army or with Carrier for losses, Claimants who have purchased “Option 2” insurance [Full Replacement Cost] at the Transportation Office must first submit their claim with the carrier.  If the carrier denies, or fails to settle the claim to your satisfaction within 30 days after submission, it can then be re-submitted to the Army Claims Office.  The claim will then be processed by our office, and the normal rules relating to the application of depreciation, and the maximums that are payable will be applied.  If you receive a check from the carrier, but you are unhappy with the settlement offered, you cannot cash the check. You must return it to the carrier. If we pay your claim, the Army will then pursue the full un-depreciated value of the claim, and if more money is recovered by the Army it will be paid to the Claimant.


 


      b. [For shipping and storage losses only.] If you have insurance covering your personal property, but your shipping or storage loss is a small one, Army Claims Service has made a policy decision that you do not have to file a claim with your insurance carrier, prior to final settlement of your claim.  You still have the option of filing the claim either with the carrier or with the Government.  This policy is designed to prevent multiple small claims that may cause your insurance carrier to increase your rates because of the number of claims filed.  However, if you have a large claim our office may still require that you initially file a claim with your insurance carrier.  If you have been instructed to do so, and you refuse to file with your insurance carrier, or fail to file with them in a timely manner (e.g., within 90 days for USAA), and they refuse payment on that basis, the amount we can pay will have to be reduced by the amount that your insurance company would have paid to you for the loss if you had filed with them in a timely manner.





     c.  If you do elect to file a claim with your insurance carrier, you may still file with the Army afterward to see if part of any amounts that are not paid, or are reduced by your insurance deductible can be paid by the Army. You cannot seek or receive full compensation for items from both sources.  You must indicate in the appropriate box on the DD Form 1842 whether you had insurance coverage that applied to the loss.  Attempting to receive double payments from either the carrier, your insurance company or the Army can lead to adverse action against you.   
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     d.  PX prices are preferred for most replacement items if carried by the local PX.  We will normally try to use PX prices, unless we are aware of discount stores which can beat PX prices even with the sales tax added.  If you had an overseas move, then according to DA Pam 27-162, para. 11-14f, you have authorization to use the overseas catalog to purchase the damaged/missing item(s) and we will assist you by providing a statement for Exchange officials. 





     e.  If items are missing from your shipment that were not noted as missing at delivery, we must receive a detailed statement explaining why the absence of these items was not discovered at delivery.  Particularly with major items like a sofa, washer, dryer, TV, stereo component, or collections [like figurines], it is essential that an explanation be provided.  If you signed a statement acknowledging the receipt of all "high value" items, and you intend to claim a missing high value item, then again, you must provide us with a detailed explanation of how and why you signed the document stating that all the “high value” items were present when this turned out not to be the case.


 


6.  Upon receiving your completed, fully documented claim, this office will process your claim as rapidly as possible.  Please contact this office to notify us of any change of address, or phone number, etc. [e-mail at: ClaimsHelp@knox.army.mil] All personnel who are authorized through Finance to receive an Electronic Fund Transfer [EFT] will receive payment on their claim in that manner. Those people who Finance no longer has valid EFT data on will receive a check in the mail. Once input for a payment is made by our office to Rome, NY, a payment should be credited, or a check issued within a week.  





    The following documents are required in order for your claim to be paid. Failure to provide any of the necessary documents will delay the processing of your claim.





                                    CHECKLIST





___ 1 - DD form 1842  Complete per Example at Encl 1. This document must be signed by the soldier or civilian employee.  If a Power of Attorney [POA] is used, the person with the POA signs the claimant’s name and then their own name placing the phrase “with POA” next to their signature.  Please insure that the POA has not expired, and include a copy of the POA with the claim file.  Spouses, ex-spouses, and family members using a Power of Attorney should be advised that unless the POA authorizes actual payment of the receipts of the claim to you, the payment will go to the pay account of the Soldier or civilian employee.  If there is an issue here, talk to/write us when the claim is filed. Do not alter names, SSN’s or dates on the Power of Attorney.  Any alteration will preclude payment on the claim.   





___ 1 - DD form 1844  Complete per Example at Encl 2. Dates of acquisition and amounts paid for the item must be included.  





___ All copies of DD Form 1840/1840R (and any continuation sheet if you run out of lines on the DD Form 1840/R) listing all missing or damaged items, with inventory numbers.





___ 1 - Copy of PCS/ETS orders with any amendments.





___ 1 - Copy of Government Bill of Lading [GBL](for CONUS or overseas shipments) or Work Order  (for local moves) or Service Order (for goods shipped from a local Permanent Storage). [A copy may be obtained at the Transportation Office, 


Bldg 65.] NOTE: If you had more than one shipment take care that the Bill of Lading, inventory, and 1840/1840R are for the right shipment.  Mixing them up will delay all your claims.
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___ 1 - Copy of the COMPLETE INVENTORY of your goods that were shipped. Please try to ensure that the inventory copy you send is readable. We must be able to read it to complete your claim.  If you can’t read it the odds are that we will not be able to do so either. 





___ 1 - A written estimate of repair, or non-repairability for all electrical items.  All stereo components, TVs, VCRs, Music Amps, boom-boxes, etc., require an estimate detailing the nature of the damage/problem and the cost to repair the items, or a statement of the inability of the repair shop to repair the item. *The estimate of repair must indicate what parts have to be replaced, or adjustments made to fix the item. Simply providing us the replacement cost of a similar item cannot be accepted, and will lead to no initial award for the item. Estimate fees can be reimbursed up to $50 when your claim is paid if they are not credited when the work is done, and if you provide us proof that they were paid.





___ 1 - Written estimate of repair, or non-reparability, on non-electrical items [For example, a sofa or schrank] costing $100 or more to be fixed. [See * above.]





___ Any copies of purchase receipts, charge slips, operator's manuals, warranty cards, photos pertaining to the damaged, destroyed or lost item, etc., which will assist us in verifying the original cost of the damaged or lost item, the year of acquisition, and the condition of the item.  We expect you to have some of this kind of information on all recently acquired, big dollar items. If you have none of the above, then provide us the name and address of the store where you bought the item so we can contact them to verify the information.


    


___ 1 - DD form 1841 (only if damages were inspected by Transportation Office personnel.) Pictures taken by Transportation inspectors are generally not available to our office.  You should take your own photos/videos to support your damage claim, do not rely on the inspector taking photos, his photos are sent to higher headquarters to evaluate carrier performance. If you include photos of the damaged item, indicate on the back the nature of the damage, and circle it on the picture with a black magic marker. This will help us identify what is in the picture. 





___ 1 - Copy of the Power of Attorney authorizing you to file a claim with the Government on behalf of the proper party claimant, i.e., the Soldier or civilian employee.  If it is intended for you to receive the award the Power of Attorney must specifically authorize you to do so. 





___ 1 - Copy of the demand made against your private insurance company, if you elected to file with them, along with any settlement or denial made by them, (only if you had private or additional Government coverage during shipment/storage of the goods).





___ 1 - Copy of Missing Items Statement (if applicable).  This statement should indicate that all items to include the missing items were packed at origin, that you checked the premises for any thing that was left behind, and that the 


items were not present at/after delivery.  For items packed in cartons, your statement should indicate whether the entire carton was missing, or if the items(s) were missing out of a carton that was delivered.  If the item(s) were missing from the carton, explain in detail if you saw any indication of re-numbering or re-taping of the box, and what was found inside the box when it was opened. See paragraph 5e above.
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Again, we are here to assist you and your family in getting resettled.  We will do our best to process your claim as quickly as circumstances allow. We have recently added an e-mail address for the convenience of claimants.  This, we hope, will reduce the need for long distance phone calls and provide a better opportunity for us to respond to your needs. [e-mail us at: ClaimsHelp@knox.army.mil ] Add your own e-mail address to your correspondence and we will send a copy of your settlement letter to you by e-mail, with a hardcopy sent thru the U.S. Mail.    








                                 M.J. Brawley


                                 Chief, Claims Section





Revised: 24 Aug 04
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