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Agenda
• Background
• TOPS vs. DPS
• CSS
• Counseling
• FRV
• Claims
• DPS
• Questions



SDDC 3

Background

• Pilots conducted 97-01
• USTRANSCOM evaluated results Jun 02
• Full Replacement Value (FRV) Act Nov 03
• National Defense Authorization Act 07

• FRV effective in all markets Mar 08

• Rolled out to initial sites Nov 08
• Approved for all sites Feb 09
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TOPS vs. DPS

1
TOPS

• Awards based on low rate

• Decentralized, and in some 
cases, manual processing

• Independent/inefficient 
claims process

• Little In Transit Visibility

DPS
• Quality of Service 
included in award 
determinations (CSS)

• Global, centralized, 
intuitive, web-based, end- 
to-end solution and 
interface

• Streamlines the claims 
process

• Improves visibility of 
personal property shipment
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Customer Satisfaction (CSS)

1 21
VERY IMPORTANT!

Cornerstone of the Program

• Score effects future shipments awards
• 12 questions on line
•

 
Automatic Reminders 7,14, and 21 days after         

delivery
• Complete within 1 year of delivery
•

 
Destination contact information (email and 

phone) needed
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CSS  (cont*)

11

1. Evaluate the service provided by the Government's origin Personal Property Office that assisted you with making 
the arrangements for your personal property shipment (i.e. initial contact, ease in contact, appointment availability, 
customer service, counseling, answering questions, etc.).

o Excellent (60 pts)

o Good (45 pts)

o Satisfactory (30 pts)

o Poor (15 pts)

o Unsatisfactory (0 pts)

2. Evaluate how well the personal property shipment pick-up date arranged by the Government's origin Personal 
Property Office met your requirements.

o Excellent (20 pts)

o Good (15 pts)

o Satisfactory (10 pts)

o Poor (5 pts)

o Unsatisfactory (0 pts)

3. Evaluate how well the personal property shipment delivery date arranged by the Government's origin Personal 
Property Office met your requirements.

o Excellent (20 pts)

o Good (15 pts)

o Satisfactory (10 pts)

o Poor (5 pts)

o Unsatisfactory (0 pts)
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CSS (*)

11

4. Evaluate services provided at origin such as the quality of packing, labeling, and organizing of the packing crew:

o Excellent (12 pts)

o Good (9 pts)

o Satisfactory (6 pts)

o Poor (3 pts)

o Unsatisfactory (0 pts)

5. Evaluate services provided at origin such as the care, courtesy, and attitude of the loading crew:

o Excellent (12 pts)

o Good (9 pts)

o Satisfactory (6 pts)

o Poor (3 pts)

o Unsatisfactory (0 pts)

6. Evaluate how satisfied you were with the timeliness of the pickup of your personal property by the Transportation 
Provider (mover).

o Excellent (12 pts)

o Good (9 pts)

o Satisfactory (6 pts)

o Poor (3 pts)

o Unsatisfactory (0 pts)
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CSS (*)

11

7. Evaluate services provided at destination such as the care, courtesy, attitude of the crew, unloading, and 
unpacking.

o Excellent (12 pts)

o Good (9 pts)

o Satisfactory (6 pts)

o Poor (3 pts)

o Unsatisfactory (0 pts)

8. Evaluate how satisfied you were with the timeliness of the delivery of your personal property by the Transportation 
Provider (mover).

o Excellent (12 pts)

o Good (9 pts)

o Satisfactory (6 pts)

o Poor (3 pts)

o Unsatisfactory (0 pts)

9. Evaluate your overall satisfaction with the moving company's timeliness, courtesy, professionalism, and 
responsiveness in all phases of your move from first contact through delivery, including any follow-up

o Excellent (40 pts)

o Good (30 pts)

o Satisfactory (20 pts)

o Poor (10 pts)

o Unsatisfactory (0 pts)
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CSS (*)

11
10. Evaluate how satisfied you were with the destination Personal Property Office that may have assisted you in 
arranging the delivery of your household goods (i.e. initial contact, ease in contact, customer service, answering 
questions, etc.). If you were not in contact with, or did not use the destination Personal Property Office, please answer 
Not Applicable

o Excellent (100 pts)

o Good (75 pts)

o Satisfactory (50 pts)

o Poor (25 pts)

o Unsatisfactory (0 pts)

o Not Applicable

11. Did your command allow you enough time at origin and destination to schedule and coordinate your move?

o Yes

o No

12. Do you plan to file a claim for loss or damage?

o Yes

o No
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Way Ahead with CSS

• CSS Pamphlet updated and available on the 
SDDC website (Link at 
http://www.sddc.army.mil/sddc/Content/Pub/45785//dp3%20css%20p 
amphlet%204-16-09.pdf)

• Reminder mail language in DPS to be updated in 
next release of DPS (15 May 09)

• CSS Instructional Video in production and will be 
posted on the SDDC website 

• Multiple articles to be published in base papers, 
journals, etc.
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CSS Pamphlet
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CounselingCounseling
• Counseling can occur

• Face to face counseling session at any 
PPSO/PPPO location, or 

• DPS on-line 
• Important !

• Customer contact information at destination 
(email and phone number)

• Complete CSS within 1 year from date of  
delivery

• Understand FRV benefits
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CounselingCounseling

Customer Contact 
Information

 

that will be 
valid before , during and 
after the move process:                   

Phone # and e-mail address
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CounselingCounseling

Additional Points of Contact who 
will know how to reach the 

member :    
Phone # and E-mail l 

address
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CounselingCounseling
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Full Replacement ValueFull Replacement Value

• Limits
• Up to $5,000 per shipment, or 
• Maximum of $4.00 times either the net weight of the HHG 

shipment, or gross weight of the international unaccompanied 
baggage (UB) shipment, in pounds not to exceed $50,000.

• TSP’s discretion
• Must repair to condition at time of packing, or 
• Must replace with like item valued at FRV
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ClaimsClaims
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ClaimsClaims
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Full Replacement ValueFull Replacement Value
 (cont*)(cont*)

•
 

Customer
• Must file directly with TSP (can use claims module in 

DPS)
• Must file within 9 months of the delivery date
• May transfer claim to MCO if after 30 days from filing 

claim
• the TSP denies full claim, or
• the TSP makes an offer that is not accepted by the 

customer 

•
 

FRV Guidelines on the SDDC website (Link at 
http://www.sddc.army.mil/Public/Personal%20Property/Full% 
20Replacement%20Value%20(FRV)?summary=fullcontent)



SDDC 20

Defense Personal Property System (DPS)Defense Personal Property System (DPS)

• DPS Metrics as of 22 April 2009:

– 105 GBLOCS (PPSOs) Participating
– 16,820 Members Counseled
– 10,159 Shipments Awarded
– 1,194 Shipments Delivered
– 1,024 Invoices Paid
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OnOn--Going Tasks To Complete DPS Capability ReportGoing Tasks To Complete DPS Capability Report

• DPS Release 1.3.04.  OTO, MOTO, BOTO, 
Special Solicitations

• Code change to capture new requirement for 
Personally Procured Moves (PPM)          

• Completion of excess cost estimation 
function—allows moves with multiple 
destinations, multiple shipments, unauthorized 
destinations, etc.                 

• New requirement for Joint Spouse Moves
(2 Service Member Household)
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Defense Personal Property Defense Personal Property 
Program (DPS)Program (DPS)

• Joint Program Management Office Household 
Goods (JPMO-HHGS)

 Web-site:
 http://www.move.mil
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Questions?
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