Internal Damage to Electronic Items Guidance

It is extremely important that members take proper steps to support their claim for internal damage or loss to electronic items.  Electronic Items include such items as computers, DVD players, stereos, CD players, cameras, video recorders, etc.).  
Why substantiation is so important:  Claims offices may not approve payment for mechanical damage unless there is evidence that the damage was caused by improper handling during shipment.  For appliances that sustain internal damage but no external damage, claims personnel must obtain a personal written statement from the claimant as well as an estimate of repair detailing what caused the damage and how it occurred.  
DPS/FRV Claims and Liability Rules:   Transportation Service Providers (TSPs) also deny claims that are not substantiated in the manner discussed above.  However, before the TSP denies a claim for the failure to substantiate internal damage to an electronic item, the “TSP will attempt to obtain the repair estimate, including the repair technician’s opinion as to the source of damage” for claims filed in DPS within 9 months of delivery.  The TSP will have the right to request assistance from the customer in obtaining an estimate.  The TSP should not simply deny the claim due to internal damage without consulting either with you or the claims office regarding an evaluation/estimate from a qualified repair technician.  
What this means to you if you have an internal damage to an electronic item:    If the TSP does not identify a repair technician or facility willing to evaluate and/or repair your damaged electronic item, we strongly recommend that you contact the military claims office.  The claims office can assist you in obtaining the names of electronic repair facilities in the local area.  The repair facility should use a form provided either by the TSP or the local claims office to document the cause of the item’s failure.    
 What the supporting documentation should show:  If there is no external damage, an expert must describe the damage to the internal components and should provide an opinion concerning the cause of the damage to establish that the damage resulted from rough or improper handling by the carrier.  The repair technician should specifically describe the damage observed and how he or she thinks it happened.  Also, you must provide a written statement explaining how you know that electronic item was in working condition when the carrier picked it up from your former residence.  For example, you may explain when you last used the item before your move and how the item worked during its last use.  “It worked before the move”, is not an adequate written statement.  
Summary:  You must be prepared to work with the TSP and the claims office to support your claim for loss if electronic items have sustained internal damage during shipment.  The claims office is available to assist you in working with the TSP to provide a list of local repair facilities and the forms necessary to evaluate the damage for proper consideration under the DPS Claims and Liability Rules and the Personnel Claims Act.  
