Annex B

Top Ten List
This list is designed to supplement the "It's Your Move Pamphlet" by addressing our most common customer service concerns and inquiries.
PRIVATE "TYPE=PICT;ALT=1."
1. Be Prepared - You or your releasing agent must be present the day(s) scheduled for pack and pickup between the hours of 0800 and 1700. Do not negotiate with the carrier or agent to deviate from this responsibility. Also, you should not schedule appointments during your HHG move or request last minute schedule changes as this often disrupts service for other members. You should not leave your residence during packing or pickup services. Otherwise, the carrier will terminate services and charge waiting time at your expense. Ensure your residence is clean and organized for the move. Carriers can refuse to pack and pick up your items if your HHGs and home are not clean and organized. Attempted pickup charges will be your responsibility. Be sure to secure valuables, i.e., currency, jewelry, credit cards, and other expensive items under lock and key and separate from your household goods.

2. Carrier Personnel - The number of packers and loaders assigned to your move is usually determined by the weight of your shipment; however, no set industry standard is mandated through any contractual provisions. Please work with the pre-move surveyor and the local agent when you have packing and loading concerns associated with allotted manpower for your move.

3. Special Requests - Premium packaging requests, bubble pack, shrink-wrap, double packing, and other specialized packaging requests should be addressed during the pre-move survey with the carrier's representative. These types of requests will be your responsibility, and all financial arrangements must be negotiated with the carrier. Most of the carriers/agents in the San Antonio area can provide premium services. Please keep in mind the carrier has already contractually agreed to protect your property with packaging procedures most commonly used throughout the household goods industry. All interior crate requests must be approved in advance and requested by the carrier/agent. The crating of furniture to include antiques is not approved at government expense. The value of an item does not mandate crating as mirror packs and clock boxes provide more than ample protection. We will conduct on-site inspections before approving crates, so please discuss your concerns during the pre-move survey with the carriers' representative. Again, consult with the carrier's representative for these special requests.

4. Line haul Equipment - The government's contract with carriers to provide line haul service is based on weight. Since we do not own the rights to the truck but only that portion dedicated to the estimated weight of your shipment do not anticipate an empty truck exclusively for your shipment. If all of your property does not fit on the truck, the carrier must find additional carriage, which results in a split shipment. This situation is often unavoidable and does not violate any contractual agreements. Further, there may be circumstances when the local agent must pickup your HHGs. Again; this is not a contract violation as long as your shipment arrives prior to the established date.

5. Inventories - During the inventory process, it is imperative you understand the exception codes and work closely with the carrier's representative preparing the inventory in an effort to mutually agree. Do not wait until the truck is loaded to disagree with the exceptions as this situation is best handled when the inventory is being prepared. It is routine for the carrier to use "MCU" (mechanical condition unknown) on all electronic items. Use the remarks section of the inventory for disagreements. Further, it is your responsibility to ensure professional books, paper, and equipment are specifically identified.

6. Crating or Vaulting - Contractors are not required to crate or vault your household goods at residence for shipments going into non-temporary storage. Although shipments are routinely vaulted at the member's residence, certain items are usually segregated, stored separately, and vaulted at the contractor's warehouse. On international moves, the carrier will crate your property at residence and apply seals on the exterior door of the container. If approved by the member and/ or the transportation office, leftover or overflow items are routinely transported back to the warehouse for crating. Be sure the inventory is marked appropriately to identify those items not crated at residence.

7. Real Property Damage - If your residence is damaged during the move, it is considered real property damage and is not covered through normal HHGs claims processes. You should contact the management of the local company delivering your household goods to arrange repair or compensation. If arrangements cannot be arranged quickly, ensure you obtain a signed written statement that real property damage occurred with a brief description. Please feel free to contact our office for assistance.

8. Deliveries - Upon delivery of your household goods, ensure your items are unpacked and reassembled. Once you sign block 14b of the DD Form 1840\1840R, your move has been completed and no additional services are required of the contractor, including box and debris pickups. During the delivery, you may be asked to sign a DD Form 619-1 certifying additional services were performed, i.e., stair carries, long carries, shuttle services, and other unusual requests. Please ensure these services were performed before signing. Additionally, allow 7 to 14 days when setting up deliveries during the summer season and be sure to contact your responsible destination transportation office.

9. Third Party Requests - Some complex household goods items beyond the scope and expertise of the carrier/agent may require a specialist to disassemble and reassemble items for safe transport, i.e. unusual clocks, shrank, etc. The carrier or designated representative is responsible for contacting and arranging approval for these services.

10. Claims - It is very important that you list an estimate of damage and/or loss on the DD Form 1840. The estimate will help us evaluate the carrier's performance for your shipment. Also, to substantiate subsequently found loss/damage claims against the carrier and facilitate increased reimbursements, remember to contact your local claims office and forward the DD Form 1840/1840R within 70 days of delivery.
