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INSURANCE CLAIM PROCESSING VIA
STREAMING VIDEO

TECHNICAL FIELD

This application relates generally to a method and system
for handling insurance claim processing.

BACKGROUND

Insurance claim management typically includes a great
deal of manual input and analysis by members of an insur-
ance company. One portion of claims processing that can
take a great deal of time and resources is the process of
having a claims adjuster visit the insured property to assess
damage. Although an insurance company can be diligent and
send an adjuster or other damage assessment specialist out
relatively quickly, the adjuster will need some amount of
time to schedule the visit and to get to the appropriate
location at the time of the scheduled visit. The adjuster
requires a fixed amount of overhead (vehicle, office, equip-
ment) to perform his or her tasks. The time the adjuster
spends traveling is not useful to the insurance company or
the insured, and it may be that an adjuster can see one or two
cases on any given day due to the location of the insured
property. There may also be a delay between the time the
adjuster views the property and the time the report is
prepared and submitted to the insurer. In some situations, the
initial adjuster sent out to assess the damage may not have
the necessary expertise to assess a specific type of damage.
In those situations, a different specialist would need to be
contacted and scheduled for a follow-up visit at a later time.

Accordingly, there is a need for providing a more efficient
way of utilizing adjuster resources to improve claim pro-
cessing time and reduce costs for the insurer.

SUMMARY

In order to address the challenge noted above, a system
and method for handling insurance claim processing using
streaming video in the claim adjustment process is
described.

According to a first aspect, a method is disclosed where
aprocessor in an insurance claim processing system receives
a query regarding an insurance claim from an insured
located remotely from the insurance claim processing sys-
tem. In response to the query the processor determines if the
insured has a mobile device capable of streaming video to
the insurance claim processing system. If it is determined
that the insured has a mobile device capable of streaming
video, the processor generates an electronic invitation to a
one-way streaming video session and transmits the elec-
tronic invitation to the mobile device. Upon receiving an
acceptance of the invitation, a one-way video session is
initiated and the processor receives real-time streaming
video from the mobile device. The processor may then
append received video from the real-time streaming video to
an insurance claim workfile at the insurance claim process-
ing system.

In yet another aspect of the invention, an insurance claim
processing system includes a memory having processor
executable instructions in communication with a processor,
where the processor is arranged to execute one or more of
the method steps described above.

DESCRIPTION OF THE FIGURES

FIG. 1 is a block diagram depicting a system for con-
ducting insurance claim processing in accordance with an
embodiment of the present invention.
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FIG. 2 illustrates a flow diagram of an insurance claim
processing method for utilizing streaming video according
to an embodiment.

FIG. 3 illustrates a sample streaming video image as
shown on a display of a customer service representative.

FIG. 4 is a diagram of a general purpose computer system
that can be modified via computer hardware or software to
be customized and specialized so as to be suitable for use as
or in the mobile device, the insurance claim processing
system or any other element of FIG. 1.

DETAILED DESCRIPTION

FIG. 1 illustrates one suitable insurer system 100 for
facilitating insurance claim processing transactions. The
insurer system 100 includes an insurance policy member
data database, which is configured to store various types of
information used to process insurance claims. The informa-
tion stored in the member database may include account
information for users of the system participating in a trans-
action. The user information may include information such
as name, e-mail address, telephone number, network
address, physical address, insurance claim transaction
records, preferred communication methods, security data,
policy holder financial account information, and the like. In
the system 100 of FIG. 1, the member database is in
communication with policy information module 104, settle-
ment module 106, and insurance claim rule database 110.

In one embodiment, communication module 102 and/or
other system modules are configured to interact with one or
more policy holders through a communication network 114.
Alternatively, the modules within the insurance claim pro-
cessing system 100 may interact with one another internally.
In one embodiment, the communication module 102 may be
or may include a web server, telephone switch, DSLAM
(digital subscriber line access multiplexer), or the like. In
different embodiments, the modules and databases of the
insurance claim processing system 100 may be implemented
on a single computer or may be distributed over two or more
computers in a network. The modules may consist of soft-
ware for execution on a single processor system or a
multiple processor system. Alternatively, the modules may
be a mixture of hardware and software that may be imple-
mented over several networked computers. The settlement
module 106, as shown in FIG. 1 and further discussed below,
may be part of the system 100 or may be a function provided
or controlled by a third party from a separate computer or
network in communication with the system 100.

A software application, or a website on the Internet, which
is hosted by communication module 102 may serve as a
primary access point to the system 100 for insurance policy
holders. Alternatively, insurance policy holders may make
their initial contact by calling a member service represen-
tative (MSR) associated with the system 100 directly by
phone. Policy holders may be given account names and
passwords with which to access the system 100 after being
registered. Other forms of security (e.g., digital certificates,
biometric devices, near field communication) may be
employed in other embodiments. A settlement module 106 is
configured to interface with one or more financial institu-
tions in order to credit policy holders with settlement
payments for insurance claims. The financial institution may
be any of a number of types, such as a bank, credit card
company, brokerage company, or other entity that handles or
processes funds. In one implementation, the insurance claim
processing system 100 may be configured to use a settlement
module 106 that is outside the system 100, for example a
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server operated by a third party. In other implementations,
the settlement module 106 may be part of the system 100
and thus operated by the same entity as the rest of the
components of system 100.

Security module 112 may cooperate with one or more of
the other modules or databases to apply, insure or enforce
security for insurance claim processing, including fund
transfer and actions related to the processing and funds
transfers. In one embodiment, digital signatures may play a
large part of the security scheme. DSA (digital signature
algorithm), a variant thereof (e.g., ECDSA or elliptical curve
DSA), RSA or other digital signature protocol may be used.
Symmetric cryptographic schemes such as DES (digital
encryption standard) may also be applied in the same or
different embodiments. Message authentication codes may
be used to verify the integrity and authenticity of messages
exchanged between the system and a policy holder.

The illustrated system may communicate with policy
holders through various types of communication media.
Communication network 114 may comprise a traditional
wired network and/or a wireless network usable by portable
devices such as portable computers, smartphones, etc.
Therefore, policy holders may interact with the system 100
by operating mobile devices 116 such as a portable client
computer, tablet, wireless telephone (such as a smartphone)
and/or other devices capable of communicating with com-
munication network 114 or communication module 102. The
mobile device 116 may communicate with the member
service representative and insurance claim processing sys-
tem 100 over a wireless connection with a cellular or internet
data routing system 120, such as a WiFi, 3G or 4G network,
via a network 114.

In one embodiment, the mobile device 116 may have web
browsing capabilities such that communication with com-
munication module 102 may be made over a standard web
interface. Also, the mobile device 116 preferably includes a
video camera 122, or is connected with a video camera.
Alternatively, or concurrently, the mobile device 116
employed by a policyholder to communicate with the system
100 may incorporate a series of instructions for interacting
with the system 100. For example, in one embodiment a
mobile device 116 may include a downloaded program or
applet that allows the policy holder to access his or her
specific insurance policy account(s) while connected to the
system 100, along with a separate or integrated mobile
device application 128 that may include a video widget 124
having any necessary libraries or data to work with the video
conference application and tools 126 stored on the MSR
computer 118 to implement the video streaming discussed
herein. In the discussion below, it is assumed that the policy
holder already has a policy with the insurance company that
uses the insurance claim processing system 100.

The member service representative may be part of the
insurance company that issued the policy for the policy
holder and located at the same location or a different location
than the other components of the insurance claim processing
system 100 and may communicate over any of a number of
wired or wireless networks. In one implementation, utilizing
the video streaming mechanism discussed herein the mem-
ber service representative 118 may be the person who not
only issues/maintains the policy, but also can act as an
adjuster that is assigned responsibility for various loss
claims. Other insurance company employees may include a
physical damage specialist (not shown) who may be the
person who has a managerial/approving role for damage
estimates and an appraiser (or body shop appraiser) who
writes the estimate for repairing the damage. These and
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other insurance company employees may communicate
electronically with each other and the system 100 from
respective computers over wired or wireless networks using
similar devices as described for the policy holders above.
Although, as discussed in greater detail below, embodiments
of the invention described herein work to eliminate or
reduce the need for adjusters or other property damage
experts to travel to assess property damage, these claims
processing participants will be necessary for certain sce-
narios falling outside the automated scenarios described
herein.

Referring now to FIG. 2, a method of processing an
insurance claim, utilizing video streaming, is illustrated. The
policyholder (insured) may first contact the insurance claim
processing system 100 with a claim (at 202). In one embodi-
ment, the initial contact with the insurance claim processing
system 100 by the insured may be made via a web browser
where a member enters an ID and password or other
authentication information and logs into an already existing
insurance account. Alternatively, the insured may call up a
member service representative (MSR) at the insurance com-
pany by telephone (either a mobile device or a plain old
telephone system (POTS) land-line telephone), provide
authentication information to the MSR and then discuss their
claim. If the authentication information received at the
insurance claim processing system is not valid, the system
requests the insured try again (at 204, 206), otherwise the
process proceeds (at 204, 208).

After receiving valid authentication information from the
insured, an electronic workfile for the claim may be auto-
matically established by the system 100 using information
already contained in the member data 108, claim rules 110,
policy information 104 or other databases. The MSR will
collect information from the insured to determine if further
review, and an adjuster examination of the damage, is
necessary (at 208). The MSR 118 may collect basic loss
information from the insured that it is automatically stored
in a loss data/module 113 at the insurance claim processing
system 100 that persistently stores documents for claims and
associated the document with appropriate claim files. The
documents stored in the loss data/module 113 may be
videos, photos, voice recordings, faxes and any of number of
other reproducible media related to an insurance claim.

In some instances, the MSR may understand the damage
reported and can assess an immediate monetary value on the
insured’s policy without a separate adjuster review (at 208).
The MSR can find the member’s insurance account to see
what the reimbursement limits and rules are and either
prepare the estimate with a recommended payout, or in some
instances fund the insured’s chosen deposit account with
payment right away (at 210). In these instances, time is
saved and an adjuster house call can be completely avoided.
In other instances, such as expanded on below, the MSR may
need to gather more information and may initiate a stream-
ing video session with the insured to further assess the claim.
If, after gathering streaming video from the insured as
detailed below, the MSR understands the damage reported
and can assess an immediate monetary value on the
insured’s policy, then the MSR can initiate a payout to the
insured as outlined above and still avoid an in-person
adjuster visit to the insured. Finally, if even after the
streamed video session the MSR is not in a position to
estimate the damage and pay, an adjuster may be sent out to
gather more information.

In instances where the MSR determines that the claim
may be complex and the extent of damages is not well
understood, or where the claim is suspicious and the insurer
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needs to understand more about the claim to make a rea-
sonable assessment, the MSR may explain to the insured that
more information is necessary and suggest a streaming video
session as noted above. To determine whether if video
streaming is an option, the MSR can inquire if the insured
has a portable device available that can act as a video camera
(at 212). As noted above, suitable portable devices may
include cell phones, tablets, laptop computers, and other
portable devices having a video camera and the ability to
stream video over an Internet connection. If the insured
responds that they do have an appropriate device, the MSR
may explain that the device will need to be connected to the
internet through a Wi-Fi, 3G, 4G or other standard connec-
tion technology.

The MSR may instruct an application on the MSR desk-
top computer to initiate a remote video inspection function,
for example to open a virtual video conference room to
prepare to receive streaming video from the insured’s
mobile device to obtain a streaming video view of the
damage to the property (e.g., home property damage) (at
214). The MSR may solicit the address of the insured’s
mobile device or, with the MSR application and via the
member data database 108 or other databases in the insur-
ance claim processing system 100 in communication with
the MSR computer, automatically determine the address of
the insured’s mobile device having video capability. The
address may be a URL address, an email address, mobile
telephone number or any other address that identifies, or can
be used to reach, the insured’s mobile device (at 216). With
the retrieved address, the MSR computer 118 may invite the
insured to join the video conference (at 218). A one-way
video conference, where the video camera 122 on the
insured’s mobile device 116 sends streaming video to the
MSR computer 118, is preferably automatically started
when the insured’s positive response to the invitation is
received (at 220, 222). Although the established video
connection is preferably one-way for only streaming video
from insured device to MSR computer 118, in other embodi-
ments a two-way video link may be established.

The manner in which the MSR establishes the video
connection and invites the insured to join/start the one-way
streaming video session may vary. In one embodiment,
inviting the insured to establish a video link may include
transmitting an invitation message to the insured mobile
device. The message from the MSR may be provided in a
number of different ways. For example, the MSR may send
a message to invite the member to join a video conference
via email from the MSR’s computer to the insured using the
determined address. The insured may then open the email,
click an Internet link that has been automatically provided
by the MSR with the email sent by the MSR and will
automatically join the video conference upon selecting the
link and accepting the invitation. Again, the MSR may
obtain the email address for the member automatically
through the insurance system insured database when the
insured initially provides identification and authentication
information at the beginning of the session or call. Alterna-
tively, rather than an email invitation to initiate the video
session, the MSR may send, via the application on the MSR
computer, a SMS text message to the insured’s device with
an appropriate link. The insured may accept the message and
start the video conference communication with the MSR.

In another alternative, the MSR may push a message to
the insured’s mobile device if it is running a mobile appli-
cation from the insurer. The insurer’s mobile application
may recognize the message from the MSR when it is
received and automatically start communication via video
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with the insurance processing system. In another embodi-
ment, the MSR may direct the insured to open a webpage at
a specified address and enter a one-time or short-time-use
password. The insured will be allowed to connect to the
MSR’s video session once the insured navigates to the
webpage with the mobile device and enters the password. In
yet another alternative embodiment, the MSR may direct the
member to enter a code or a sequence on the insurer’s
mobile application 128 running on their mobile device 116.
This will place the mobile device 116 (e.g. mobile phone)
into an “answer a call” mode. The MSR may then call into
the mobile device of the insured with a shared video stream
where the device answers and video begins to stream.

Concurrently, with establishing a one-way video link
from the camera of the user’s mobile device to the screen of
the MSR computer, a speakerphone is engaged on the
mobile device (at 224). The speaker of the insured’s mobile
device may be turned on by a command sent from the
insurance processing system and MSR computer or the
command may be downloaded automatically upon clicking
a link or accepting a video conference invitation at the
insured’s mobile device.

Once the video link is established from the user’s mobile
device to the MSR computer, where the MSR can see
streaming video coming from the insured’s mobile device,
the MSR may direct the insured to point the camera at the
areas of damage that are part of the claim (at 226). For
example, the insurance company MSR may ask the insured
to “now show the ceiling” or “now show the wall” of the
area of the property that has been damaged to provide hints
and coax the insured to point to the pertinent areas on the
property. The speakerphone allows the insured to continu-
ally point and sweep the camera at the MSR’s direction
without having to move back and forth between bringing the
phone to their ear and then realigning it with whatever
object/area the insured needs to video for the MSR. The
MSR computer 118 and/or the computer or computers of the
insurance claim processing system 100 stores video infor-
mation streamed from the insured’s mobile device (at 228).
The streaming continues as a one-way video conference and
the audio as a two-way audio conference until the MSR
decides to end the call by thanking the insured and cutting
off the video stream, or both the video stream and the audio
connection (at 230). If the MSR has enough information at
this point, after observing the streaming video that is also
now stored in the loss data/module 113, to estimate the
damage and assess an immediate monetary value on the
insured’s policy, the MSR may generate a reimbursement
payout recommendation or initiate a direct payment as noted
previously. If the information available to the MSR is
insufficient to assess a monetary value for the claim even
after the streaming video session, then an in-person adjuster
visit may be scheduled to further assess the damage.

During the video capture session, the MSR computer 118
and insurance processing system 100 will capture appropri-
ate video, and may selectively capture screenshots from the
mobile video stream. The MSR may also utilize an appli-
cation at the MSR computer 118 to zoom in or zoom out and
otherwise control the insured’s mobile device camera 122.
The MSR, in one embodiment, may use the application at
the MSR computer to turn on a mobile device camera flash
for illumination. The MSR may also annotate items on a
captured image as, or after, video is received from the
mobile device. In alternative embodiments, an application
on the mobile device of the insured may also permit the
insured to annotate items on the captured image. Most of the
control of the session is up to the MSR and the insured is
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simply holding and directing the device as instructed by the
MSR. During the video session, the MSR may select from
the MSR application an option to share an image or docu-
ment in a two way exchange with the insured so the insured
can see an image, for example a captured image from the
video stream, and both the MSR and the insured may
annotate in a back and forth manner that image. Once the
MSR terminates the video, or video and audio call, the MSR
may manage images and video stream from the session and
append some or all of this information, along with other
information pulled from the database information available
to the MSR, and notes and comments from the MSR
regarding the remote video session and the insured’s claim,
with all the information for the claim in the electronic claim
workfile that was opened.

As noted above, when the initial one-way video confer-
ence is established, it may be established by the application
126 running on the MSR’s computer 118 automatically
using session initialization protocol (SIP) to automatically
create a Uniform Resource Locator (URL) to send to the
insured. The invitation is sent to the insured’s known email
address acquired from the database at the insurance process-
ing system including a link to the URL that allows the
insured to then handshake with the insurance claim process-
ing system 100 and accept the MSR invitation for the video
call on the mobile device 116.

In order to facilitate the ability of an insured’s mobile
device 116 to handle the one-way video and two-way audio
conference to allow for remote adjusting and review of an
insurance claim, the insurance claim processing system 100
may provide a mobile device library or embeddable program
124 that may be controlled in the mobile application 128 on
the insured’s device 116. This library or embeddable pro-
gram may be referred to as a “video widget” 124. Any of a
number of mobile device operating systems may be used to
implement the mobile application 128 and video widget 124,
for example Apple i0OS platform or the Android platform.
The video widget, distributed from the insurance claim
processing system 100 either at the time a session is being
arranged or from a previous download, may provide the user
with a display showing the insurance company logo and a
message identifying that a secure remote video session is
starting.

The widget 124 may also provide real-time time and date,
as well as GPS coordinates from the mobile device 116. The
information may be encoded into the video stream as noted
above. When the mobile application 128 on the insured’s
mobile device first calls the video widget 124 as part of
setting up the one-way video call, the widget may receive a
series of XML tags/values. These values may be accepted by
the video widget and passed on to the MSR application 126
at the MSR computer 118 where they may be decoded.
Typical metadata that could be passed on in this manner
might include insured name, insured policy number or
identification number, telephone number for the insured, the
device ID of the insured’s mobile device 116, and so on. At
the receiving end, the MSR desktop application used by the
MSR in establishing the connection and managing the
insurance processing and adjustment process may include
basic application programming interfaces (APIs) for includ-
ing a video session in a browser-based interface.

In one embodiment, the video data is preferably generated
at the insured’s mobile device 116 with some anti-fraud
information that may be saved as part of the video stream or
as an appended metadata file and provided electronically to
the MSR with the video stream. This anti-fraud information
may be information that provides the MSR, and the insur-
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ance claim processing system 100 generally, with some
sense that the insured is at the property in question and that
the video is current information rather than pre-recorded.
The application 128 on the insured’s mobile device 116,
which was created by the insurance claim processing system
100 and provided previously to the insured by an earlier
download, may preferably automatically tag the video ses-
sion by integrating information into the video stream. For
example, tagging may be time and date information that may
be displayed in an overlay in a corner of the video stream
image. In one embodiment, GPS information, for example a
location or an orientation/bearing may also be included as
part of the video stream to provide anti-fraud information.
This location information may also be displayed in a corner
of the video stream. Location information may be in any of
a number of forms, for example a latitude and longitude
format, a city and state format, or any of a number of
location granularity formats. Using data from the member
data database 108, the insurance claim processing system
and the MSR computer 118 may determine if the GPS data,
or other information received in the streamed video, matches
the location information for the insured property (if the
policy relates to a property insurance policy). If the infor-
mation does not match, the insurance claim processing
system 100 may flag the session as potentially fraudulent,
causing the MSR to follow-up later or to cancel the one-way
video streaming session.

As illustrated in FIG. 3, a display screen 302 of an MSR
computer 118 in the insurance claim processing system 100
is shown displaying an example of a snapshot of the video
stream 302 with overlays. The display screen 302 may show
the property being remotely reviewed by the MSR, and in a
corner of the video stream 302 the claim information 306
including insured name and claim number or policy number,
date and time 308, and location information 310. The MSR,
with the MSR computer 118 and video conference applica-
tions and tools 126 associated with the MSR computer,
and/or the insurance claim processing system 100 generally,
may also customize the video stream with an overlay of a
logo 312 for the insurance company. In one embodiment, the
MSR computer 118 and software applications 126 thereon,
may remotely control the mobile device 116 via the mobile
video application 124 on the mobile device 116, to instruct
the mobile device to generate and overlay date, time and/or
location information onto the video stream.

Referring to FIG. 4, an illustrative embodiment of a
general computer system that may be used for one or more
of the components shown in FIG. 1, or in any other insur-
ance claim processing system configured to carry out the
methods discussed above, is shown and is designated 400.
The computer system 400 can include a set of instructions
that can be executed to cause the computer system 400 to
perform any one or more of the methods or computer-based
functions disclosed herein. The computer system 400 may
operate as a standalone device, or may be connected using
a network, to other computer systems or peripheral devices.

In a networked deployment, the computer system may
operate in the capacity of a server or as a client user
computer in a server-client user network environment, or as
a peer computer system in a peer-to-peer (or distributed)
network environment. The computer system 400 can also be
implemented as or incorporated into various devices, such as
a personal computer (“PC”), a tablet PC, a set-top box
(“STB”), a personal digital assistant (“FDA”), a mobile
device, a palmtop computer, a laptop computer, a desktop
computer, a network router, switch or bridge, or any other
machine capable of executing a set of instructions (sequen-
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tial or otherwise) that specify actions to be taken by that
machine. In a particular embodiment, the computer system
400 can be implemented using electronic devices that pro-
vide voice, video or data communication. Further, while a
single computer system 400 is illustrated, the term “system”
shall also be taken to include any collection of systems or
sub-systems that individually or jointly execute a set, or
multiple sets, of instructions to perform one or more com-
puter functions.

As illustrated in FIG. 4, the computer system 400 may
include a processor 402, such as a central processing unit
(“CPU”), a graphics processing unit (“GPU”), or both.
Moreover, the computer system 400 can include a main
memory 404 and a static memory 406 that can communicate
with each other via a bus 408. As shown, the computer
system 400 may further include a video display unit 410,
such as a liquid crystal display (“LCD”), an organic light
emitting diode (“OLEQO”), a flat panel display, a solid state
display, or a cathode ray tube (“CRT”). Additionally, the
computer system 400 may include an input device 412, such
as a keyboard, and a cursor control device 414, such as a
mouse. In some embodiments, there may be additional input
devices 412 including an image capture mechanism such as
a digital camera, video camera, scanner or the like. The
computer system 400 can also include a disk drive unit 416,
a signal generation device, such as a speaker or remote
control, and a network interface device 420.

In a particular embodiment, as depicted in FIG. 4, the disk
drive unit 416 may include a non-transitory computer-
readable medium 422 in which one or more sets of instruc-
tions 424, such as software, can be embedded. Further, the
instructions 424 may embody one or more of the methods or
logic as described herein. In a particular embodiment, the
instructions 424 may reside completely, or at least partially,
within the main memory 404, the static memory 406, and/or
within the processor 402 during execution by the computer
system 400. The main memory 404 and the processor 402
also may include computer-readable media.

In an alternative embodiment, dedicated hardware imple-
mentations, including application specific integrated cir-
cuits, programmable logic arrays and other hardware
devices, can be constructed to implement one or more of the
methods described herein. Applications that may include the
apparatus and systems of various embodiments can broadly
include a variety of electronic and computer systems. One or
more embodiments described herein may implement func-
tions using two or more specific interconnected hardware
modules or devices with related control and data signals that
can be communicated between and through the modules, or
as portions of an application-specific integrated circuit.
Accordingly, the present system encompasses software,
firmware, and hardware implementations.

In accordance with various embodiments of the present
disclosure, the methods described herein may be imple-
mented by software programs executable by a computer
system. Further, in an exemplary, non-limited embodiment,
implementations can include distributed processing, com-
ponent/object distributed processing, and parallel process-
ing. Alternatively, virtual computer system processing can
be constructed to implement one or more of the methods or
functionality as described herein.

The present disclosure contemplates a computer-readable
medium that includes instructions 424 or receives and
executes instructions 424 responsive to a propagated signal,
so that a device connected to a network 426 can communi-
cate voice, video or data over the network 426. Further, the
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instructions 424 may be transmitted or received over the
network 426 via the network interface device 420.

While the computer-readable medium is shown to be a
single medium, the term “computer-readable medium”
includes a single medium or multiple media, such as a
centralized or distributed database, and/or associated caches
and servers that store one or more sets of instructions. The
term “computer-readable medium” shall also include any
tangible medium that is capable of storing, encoding or
carrying a set of instructions for execution by a processor or
that cause a computer system to perform any one or more of
the methods or operations disclosed herein.

In a particular non-limiting, exemplary embodiment, the
computer-readable medium can include a solid-state
memory such as a memory card or other package that houses
one or more non-volatile read-only memories, such as flash
memory. Further, the computer-readable medium can be a
random access memory or other volatile re-writable
memory. Additionally, the computer-readable medium can
include a magneto-optical or optical medium, such as a disk
or tapes or other storage device to capture information
communicated over a transmission medium. A digital file
attachment to an e-mail or other self-contained information
archive or set of archives may be considered a distribution
medium that is equivalent to a tangible storage medium.
Accordingly, the disclosure is considered to include any one
or more of a computer-readable medium or a distribution
medium and other equivalents and successor media, in
which data or instructions may be stored.

Although the present specification describes components
and functions that may be implemented in particular
embodiments with reference to particular standards and
protocols commonly used by financial institutions, the
invention is not limited to such standards and protocols. For
example, standards for Internet and other packet switched
network transmission (e.g., TCP/IP, UDP/IP, HTML, HTTP)
represent examples of the state of the art. Such standards are
periodically superseded by faster or more efficient equiva-
lents having essentially the same functions. Accordingly,
replacement standards and protocols having the same or
similar functions as those disclosed herein are considered
equivalents thereof.

Embodiments the methods disclosed herein can be imple-
mented on existing insurance or financial services systems
and/or other known financial industry systems. Both insur-
ance claim processing systems and other known claims
processing systems utilize a combination of computer hard-
ware (e.g., client and server computers, which may include
computer processors, memory, storage, input and output
devices, and other known components of computer systems;
electronic communication equipment, such as electronic
communication lines, routers, switches, etc.; electronic
information storage systems, such as network-attached stor-
age and storage area networks) and computer software (i.e.,
the instructions that cause the computer hardware to func-
tion in a specific way) to achieve the desired system per-
formance.

A system and method has been described for permitting
an insurance claim to be handled by a remotely located MSR
acting as an adjuster via a one-way streamed video session.
The streamed video session may be automatically set up and
controlled by the MSR computer and insurance claim pro-
cessing system. A mobile application and video widget
provided by the insurance claim processing system in
advance of the video session, or concurrently in response to
arequest to establish such a video streaming session, permits
the MSR to control features of a video session and utilize a
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speakerphone feature of a policy holder’s mobile device to
obtain damage information quickly and efficiently, without
the need for a personal visit from an insurance company
adjuster to the insured property. Although the example of
property insurance, such as a homeowner’s policy, has been
generally described with respect to the video streaming
claim processing embodiments above, any of a number of
types of insurance (e.g. auto, health, etc.) may also integrate
some or all of the features and efficiencies of the disclosed
herein.

The foregoing descriptions of embodiments of the inven-
tion have been presented for purposes of illustration and
description only. They are not intended to be exhaustive or
to limit the invention to the forms disclosed. Accordingly,
the above disclosure is not intended to limit the invention;
the scope of the invention is defined by the appended claims.

What is claimed is:

1. A method for damage assessment comprising:

in a damage assessment system having a memory and a

processor in communication with the memory, the
processor:

receiving, from a mobile device associated with a policy

holder, a query regarding a damage assessment from
the policy holder located remotely from the damage
assessment system for processing the damage assess-
ment, the query further including mobile device capa-
bility information indicating the mobile device is
capable of streaming video;

determining, in response to the information included in

the query, whether the mobile device is capable of

streaming video to the damage assessment system; and

in response to determining the mobile device is capable of

streaming video:

generating an electronic invitation to a one-way stream-
ing video session, the electronic invitation including
an interactive link for controlling the mobile device
to initiate streaming video to the damage assessment
system upon activation of the interactive link;

transmitting the electronic invitation to the mobile
device;

upon receiving an acceptance of the electronic invita-
tion based on activation of the interactive link,
controlling the mobile device to initiate the one-way
video session;

receiving, from the mobile device, real-time streaming
video based on the initiation of the one-way video
session, the real time streaming video containing
embedded metadata;

decoding the embedded metadata; and

appending received video and metadata from the real-
time streaming video to a damage assessment work-
file at the damage assessment system.

2. The method of claim 1, further comprising, after
initiating the one-way video session, remotely controlling
the mobile device from the damage assessment system.

3. The method of claim 2, wherein remotely controlling
the mobile device comprises adjusting a zoom of a video
camera of the mobile device.

4. The method of claim 2, wherein remotely controlling
the mobile device comprises controlling a flash on the
mobile device.

5. The method of claim 2, wherein remotely controlling
the mobile device comprises remotely turning on a speaker
of the mobile device.

6. The method of claim 1, wherein receiving the query
comprises receiving identification and authentication infor-
mation from the policy holder, automatically retrieving
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policy information for the policy holder from the memory
upon receiving the identification and authentication infor-
mation and generating an electronic claim file for the claim
of the policy holder.

7. The method of claim 1, wherein appending received
video comprises, receiving real-time streamed video from
the mobile device, and automatically displaying the real-
time streamed video to a customer representative associated
with the damage assessment system.

8. The method of claim 7, further comprising capturing
screenshots from the real-time streaming video in response
to receiving instructions from the customer representative
and storing the captured screen shots in the memory in
addition to the streaming video.

9. The method of claim 7, further comprising annotating
at least one of the streaming video or captured screen shots
with indicia in response to a command received from a
customer representative in communication with the damage
assessment system.

10. The method of claim 1, further comprising receiving
location information from the mobile device and verifying
that the location information corresponds with a location of
property associated with a policy of the policy holder.

11. The method of claim 1, further comprising, after
initiating the one-way video session, transmitting control
information in order to modify the real time streaming video.

12. The method of claim 11, wherein the control infor-
mation comprises control commands indicative, to the
mobile device, of remote control to modify the real time
streaming video.

13. The method of claim 11, wherein the control infor-
mation comprises display commands indicative, to the
mobile device, to display to the insured to control the real
time streaming video.

14. A damage assessment system for processing a damage
assessment utilizing streaming video, the system compris-
ing:

a memory storing processor executable instructions for

processing damage assessments; and

a processor in communication with the memory, the

processor configured to execute the processor execut-
able instructions to:
receive, from a mobile device associated with a policy
holder, a query regarding an damage assessment
from the policy holder located remotely from the
damage assessment system for processing a damage
assessment, the query further including mobile
device capability information indicating the mobile
device is capable of streaming video;
determine, in response to the information included in
the query, whether the mobile device is capable of
streaming video to the damage assessment system;
and
in response to determining the mobile device is capable
of streaming video:
generate an electronic invitation to a one-way
streaming video session, the electronic invitation
including an interactive link for controlling the
mobile device to initiate streaming video to the
damage assessment system upon activation of the
interactive link;
transmit the electronic invitation to the mobile
device;
in response to receiving an acceptance of the elec-
tronic invitation based on activation of the inter-
active link, control the mobile device to initiate
the one-way video session;
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receive, from the mobile device, real-time streaming
video based on the initiation of the one-way video
session, the real time streaming video containing
embedded metadata; and

append received video and metadata from the real-
time streaming video to a damage assessment
workfile at the damage assessment system.

15. The system of claim 14, wherein the processor is
further configured to, after initiating the one-way video
session, remotely control the mobile device from the dam-
age assessment system.

16. The system of claim 15, wherein the processor is
further configured to remotely control the mobile device by
adjusting a zoom of a video camera of the mobile device.

17. The system of claim 15, wherein the processor is
further configured to remotely control the mobile device by
controlling a flash on the mobile device.

18. The system of claim 15, wherein the processor is
further configured to remotely control the mobile device by
remotely turning on a speaker of the mobile device.

19. The system of claim 14, wherein in response to
receiving the query, including receiving identification and
authentication information from the policy holder, the pro-
cessor is configured to automatically retrieve policy infor-
mation for the policy holder from the memory and generate
an electronic claim file for the claim of the policy holder.
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20. The system of claim 14, wherein to append received
video, the processor is configured to append received real-
time streamed video from the mobile device, and automati-
cally display the real-time streamed video to a customer
representative associated with the damage assessment sys-
tem.

21. The system of claim 20, wherein the processor is
further configured to capture screenshots from the real-time
streaming video in response to receiving instructions from
the customer representative, and to store the captured screen
shots in the memory in addition to the streaming video.

22. The system of claim 20, wherein the processor is
further configured to annotate at least one of the streaming
video or captured screen shots with indicia in response to a
command received from a customer representative in com-
munication with the damage assessment system.

23. The system of claim 14, wherein the processor is
configured to, in response to receiving location information
from the mobile device, verify that the location information
corresponds with a location of property associated with a
policy of the policy holder.

24. The system of claim 14, wherein the processor is
further configured to, after initiating the one-way video
session, remotely control the mobile device from the dam-
age assessment system in order to modify the real time
streaming video.





