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1.0 Rental Vehicle Claims Overview 
 

1.1 The Rental Vehicle Claims Application provides a simplified process for the 
traveler to submit an accident or service claim via a standardized data-entry 
format.  

 
1.2 The following steps describe the claims process: 

 
1.2.1 The traveler submits an online claim report that describes the subject 

incident. 
1.2.2 The system notifies the rental claims administrator that a new claim has 

been added to the Rental Vehicle Claims database.  
1.2.3 The claims administrator reviews the claim information and assigns the 

report to a Transportation Assistant for resolution. 
1.2.4 The assigned Transportation Assistant will work with the involved parties 

to collect all necessary information regarding the claim to assist in a 
speedy resolution.  Information may be obtained from the traveler, rental 
company representative, insurance company, and others accordingly.  
The Transportation Assistant will record all findings in the claim record 
located in the system database. 

 
1.3 The traveler will be notified via email in the following situations: 
 

1.3.1 If the claim was successfully filed.  This e-mail will provide a unique claim 
ID number. 

1.3.2 If the Claims Administrator determines that additional documentation is 
needed to proceed in the claims process.  An email will be sent that will 
identify the missing pieces of documentation.  Once the traveler submits 
all necessary documentation, a new email will be sent indicating that the 
claims processing has begun. 

1.3.3 Once the claim has been resolved fully, the user will receive an email 
including details of the claims settlement. 

1.3.4 If the claim must be forwarded to the claimant’s JAG/legal office for further 
action, the claim will be closed in the claims tool.  An email will be sent to 
the claimant advising them that the claim has been sent to legal offices for 
completion. 

1.3.5 Whenever the Transportation Assistant feels an email is necessary. 
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2.0 Claim Definitions & Requirements 
 

2.1 Claims are based on incidents that occur when the vehicle is rented for official 
government business.  There are two types of claims; accidents and service 
issues: 

 
2.1.1 Incidents resulting in damages or injuries (e.g. an accident).  Most rental 

vehicle claims fall under this category.  If a claim is not resolved between 
DTMO and the rental company or the traveler, it might go to litigation.  
When these claims are turned over to JAG or the courts, they are 
considered “closed” in the Car Rental Claims application. 
 

2.1.2 Complaints regarding service provided by the rental company. 
 

2.2 Claims may be filed by: 
 

2.2.1 The traveler 
2.2.2 A point of contact on behalf of the traveler 
2.2.3 The vehicle rental company 

 
2.3 The traveler must provide copies of the following documents before 

processing can begin on a claim: 
 

2.3.1 Travel Orders - Mandatory 
2.3.2 Rental Contract - Mandatory 
2.3.3 Traveler’s Statement – Mandatory 
2.3.4 Itinerary – If an itinerary is available 
2.3.5 Police Report – If a police report was filed 

 
2.4 Each claim involves only one rental company.  It is permitted to have more 

than one claim on file for each rental company, as well as more than one 
claim per incident. 

 
2.5 Point of contact (POC) information on each claim is as follows: 
 

2.5.1 If the traveler is submitting the claim, only the traveler’s contact 
information is necessary.  Alternate POC information is recommended in 
case the traveler cannot be reached. 

2.5.2 If the claim is submitted by someone other than the traveler, traveler and 
alternate POC information is required. 

2.5.3 If the claim is submitted by a rental company, traveler and rental company 
POC information is required is required 

 
2.6 A claim can be for a service issue complaint or for damage/personal injury. 

 

  5



2.7 A claim does not necessarily involve monetary costs. 
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3.0 Accessing the Rental Vehicle Claims Application 
 

3.1 To access the Rental Vehicle Claims Application, click on the Rental Car 
Claims Application link on https://www.defensetravel.dod.mil/rental/.  

 
3.1.1 No user name or password is required to complete a claim form. 

 
3.2 You will have a choice of submitting a Car Rental Claim (including SUVs), a 

Truck Rental Claim, or a Service Issue/Complaint.  
 
 

3.2.1 Note: After you have submitted your claim, you will not be able to 
make edits to the claim.  Please ensure that  that the information you 
have entered and the supporting documentation for your claim are 
complete and accurate. 

3.2.2 If you find that you need to add or correct an item on your claim after you 
have submitted it,   
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4.0 Submitting a Car Rental Claim 
 

4.1 Click on Submit a Car Rental Claim from the main menu to retrieve the form 
used to enter a claim request. 

 
4.2 Enter your rental car contract number. 

 
4.3 Click the appropriate bubble to indicate your role as a traveler, traveler POC, 

or rental company POC. 
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4.4 Traveler Information: 
If you are a traveler, enter the following information under the Traveler 
section: 

 
4.4.1 Your first name 
4.4.2 Your middle initial (optional) 
4.4.3 Your last name 
4.4.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
4.4.5 Your telephone extension, if necessary 
4.4.6 Your email address 
4.4.7 Choose your organization from the drop-down list.  If your organization is 

not listed, choose Other from the list and type the organization name in 
the text box immediately below the drop-down list.  Note: You are 
entering your department, not individual office.  Do not select Other 
to enter the office name if the department is listed on the drop-down 
(i.e.: the Defense Travel Management Office (DTMO) would fall under 
Department of Defense). 
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4.5 Traveler POC Information: 
If you are entering the claim on behalf of the traveler, or if you are the traveler 
and want to enter an alternate point of contact (POC), enter the following 
information under the Traveler POC section: 

 
4.5.1 POC’s first name 
4.5.2 POC’s middle initial (optional) 
4.5.3 POC’s last name 
4.5.4 POC’s telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
4.5.5 POC’s telephone extension, if necessary 
4.5.6 POC’s email address 
 

 
 

 
 
4.6 Rental Company POC Information: 

If you are a rental company POC, enter the following information under the 
Rental Company POC section: 

 
4.6.1 Your first name 
4.6.2 Your middle initial (optional) 
4.6.3 Your last name 
4.6.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx  
4.6.5 Your telephone extension, if necessary 
4.6.6 Your email address 
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4.7 Claim/Incident Information: 
 

4.7.1 Click on the calendar icon next to the “Date of Rental” field to select a 
date.  Alternatively, you can enter the pick-up date of your rental vehicle 
directly into the field in MM/DD/YY format.  For example, if your car rental 
was from December 5, 2007 through December 8, 2007, you would enter 
12/05/07. 

4.7.2 Enter the rental company incident claim reference number, if applicable. 
4.7.3 The type of vehicle (car) has been entered automatically for you. 
4.7.4 From the drop-down list, select the rental company that provided the rental 

vehicle.  If the company is not listed, select Other from the list and enter 
the company name in the textbox immediately below the drop-down list. 

4.7.5 Enter the location (airport or city and state) where the rental car was 
obtained.  

4.7.6 Enter the number of additional drivers included on the rental vehicle.  If no 
other drivers were included, enter 0. 

4.7.7 If applicable, enter the name of any additional drivers. 
4.7.8 Enter the date of the incident (in MM/DD/YY format). 
4.7.9 Enter the claim amount.  If there is no monetary claim, enter zero. 
4.7.10 Provide a detailed description of the incident and any other pertinent 

information in the Description text box. 
4.7.11 If all of your information has been entered correctly, press the Submit 

button to submit your claim and continue to the next page, where you can 
attach related documents.  (see chapter 7 for information on submitting 
attachments) 
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5.0 Submitting a Truck Rental Claim 
 

5.1 Click on Submit a Truck Rental Claim from the main menu to retrieve the 
form used to enter a claim request. 

 
5.2 Enter your truck rental contract number. 

 
5.3 Click the appropriate bubble to indicate your role as a traveler, traveler POC, 

or rental company POC. 
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5.4 Traveler Information: 
If you are a traveler, enter the following information under the Traveler 
section: 

 
5.4.1 Your first name 
5.4.2 Your middle initial (optional) 
5.4.3 Your last name 
5.4.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
5.4.5 Your telephone extension, if necessary 
5.4.6 Your email address 
5.4.7 Choose your organization from the drop-down list.  If your organization is 

not listed, choose Other from the list and type the organization name in 
the text box immediately below the drop-down list.  Note: You are 
entering your department, not individual office.  Do not select Other 
to enter the office name if the department is listed on the drop-down 
(i.e.: the Defense Travel Management Office (DTMO) would fall under 
Department of Defense). 
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5.5 Traveler POC Information: 
If you are entering the claim on behalf of the traveler, or if you are the traveler 
and want to enter an alternate point of contact (POC), enter the following 
information under the Traveler POC section: 

 
5.5.1 POC’s first name 
5.5.2 POC’s middle initial (optional) 
5.5.3 POC’s last name 
5.5.4 POC’s telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
5.5.5 POC’s telephone extension, if necessary 
5.5.6 POC’s email address 
 

 
 

 
5.6 Rental Company POC Information: 

If you are a rental company POC, enter the following information under the 
Rental Company POC section: 

 
5.6.1 Your first name 
5.6.2 Your middle initial (optional) 
5.6.3 Your last name 
5.6.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx  
5.6.5 Your telephone extension, if necessary 
5.6.6 Your email address 
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5.7 Claim/Incident Information: 
 

5.7.1 Click on the calendar icon next to the “Date of Rental” field to select a 
date.  Alternatively, you can enter the pick-up date of your rental vehicle 
directly into the field in MM/DD/YY format.  For example, if your car rental 
was from December 5, 2007 through December 8, 2007, you would enter 
12/05/07. 

5.7.2 Enter the rental company incident claim reference number, if applicable. 
5.7.3 The type of vehicle (truck) has been entered automatically for you. 
5.7.4 From the drop-down list, select the rental company that provided the rental 

vehicle.  If the company is not listed, select Other from the list and enter 
the company name in the textbox immediately below the drop-down list. 

5.7.5 Enter the location (airport or city and state) where the rental truck was 
obtained.  

5.7.6 Enter the number of additional drivers included on the rental vehicle.  If no 
other drivers were included, enter 0. 

5.7.7 If applicable, enter the name of any additional drivers. 
5.7.8 Enter the date of the incident (in MM/DD/YY format). 
5.7.9 Enter the claim amount.  If there is no monetary claim, enter zero. 
5.7.10 Provide a detailed description of the incident and any other pertinent 

information in the Description text box. 
5.7.11 If all of your information has been entered correctly, press the Submit 

button to submit your claim and continue to the next page, where you can 
attach related documents.  (see chapter 7 for information on submitting 
attachments) 
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6.0 Submitting a Service Issue/Complaint 
 

6.1 Click Submit a Service Issue/Complaint from the main menu link from the 
main menu to retrieve the form used to enter a claim request. 

 
6.2 Enter the subject of your service issue/complaint. 

 
6.3 Click the appropriate bubble to indicate your role as a traveler, traveler POC, 

or rental company POC. 
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6.4 Traveler Information: 

If you are a traveler, enter the following information under the Traveler 
section: 

 
6.4.1 Your first name 
6.4.2 Your middle initial (optional) 
6.4.3 Your last name 
6.4.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
6.4.5 Your telephone extension, if necessary 
6.4.6 Your email address 
6.4.7 Choose your organization from the drop-down list.  If your organization is 

not listed, choose Other from the list and type the organization name in 
the text box immediately below the drop-down list.  Note: You are 
entering your department, not individual office.  Do not select Other 
to enter the office name if the department is listed on the drop-down 
(i.e.: the Defense Travel Management Office (DTMO) would fall under 
Department of Defense). 
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6.5 Traveler POC Information: 
If you are entering the claim on behalf of the traveler, or if you are the traveler 
and want to enter an alternate point of contact (POC), enter the following 
information under the Traveler POC section: 

 
6.5.1 POC’s first name 
6.5.2 POC’s middle initial (optional) 
6.5.3 POC’s last name 
6.5.4 POC’s telephone number in xxx-xxx-xxxx or DSN xxx-xxxx format 
6.5.5 POC’s telephone extension, if necessary 
6.5.6 POC’s email address 
 

 
 

 
6.6 Rental Company POC Information: 

If you are a rental company POC, enter the following information under the 
Rental Company POC section: 

 
6.6.1 Your first name 
6.6.2 Your middle initial (optional) 
6.6.3 Your last name 
6.6.4 Your telephone number in xxx-xxx-xxxx or DSN xxx-xxxx  
6.6.5 Your telephone extension, if necessary 
6.6.6 Your email address 
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6.7 Claim/Incident Information: 
 

6.7.1 Click on the calendar icon next to the “Date of Rental” field to select a 
date.  Alternatively, you can enter the pick-up date of your rental vehicle 
directly into the field in MM/DD/YY format.  For example, if your car rental 
was from December 5, 2007 through December 8, 2007, you would enter 
12/05/07. 

6.7.2 Enter the rental company incident claim reference number, if applicable. 
6.7.3 The type of vehicle (car) has been entered automatically for you. 
6.7.4 From the drop-down list, select the rental company that provided the rental 

vehicle.  If the company is not listed, select Other from the list and enter 
the company name in the textbox immediately below the drop-down list. 

6.7.5 Enter the location (airport or city and state) where the rental car was 
obtained.  

6.7.6 Enter the number of additional drivers included on the rental vehicle.  If no 
other drivers were included, enter 0. 

6.7.7 If applicable, enter the name of any additional drivers. 
6.7.8 Enter the date of the incident (in MM/DD/YY format). 
6.7.9 Enter the claim amount.  If there is no monetary claim, enter zero. 
6.7.10 Provide a detailed description of the incident and any other pertinent 

information in the Description text box. 
6.7.11 If all of your information has been entered correctly, press the Submit 

button to submit your claim and continue to the next page, where you can 
attach related documents.  (see chapter 7 for information on submitting 
attachments) 
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7.0 Attaching Supporting Documents to Request 
 

7.1 To assist in processing your request efficiently, the following documents must 
be attached to your electronic claim: 

 
7.1.1 Your travel orders - Mandatory 
7.1.2 Rental contract - Mandatory 
7.1.3 Traveler’s statement - Mandatory 
7.1.4 Your itinerary – If you have a printed itinerary 
7.1.5 Police Report – If a police report was filed 
 

7.2 If you are unable to attach these supporting documents to your electronic 
claim, you may fax the documents to: 

 
703-696-7878 
Attn: Vehicle Claims 
Regarding Claim ID # (from e-mail sent to you after your claim is submitted) 

 
7.3 The system will only accept files in the following formats:  Word, Excel, .TXT, 

.PDF, .RTF, .PPT and .ZIP. 
 

7.4 To attach a supporting document, click the Browse button to the right of a 
text box. 

 
7.5 Locate the supporting document file.  

 
7.6 Once you have highlighted the document you would like to attach, press the 

Open button.  
 

7.7 The file will be entered automatically into the textbox and will attach the file 
when you submit the claim. 

 
7.8 Add any additional files, as necessary, in each of the remaining boxes 

following the process described in steps 8.2 through 8.5.  
 

7.9 After all supporting documentation has been entered into the textboxes, 
review your claim for errors and missing documentation.  Once you are 
certain the claim is complete and correct, press the Submit Claim button to 
submit your claim.  

 
7.10 Note: You will be unable to re-access your claim once you have 

submitted it.  Be sure to print a copy of your claim to save for your records.  
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Or, if you wish, you may copy and paste the claim into a word document to 
save an electronic copy. 

 
7.11 An email will be sent to the claims administrator and to you, the traveler, 

when a claim has been submitted.  
 

7.12 You will be updated by the claims administrator via email regarding your car 
rental claim. 
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