TMS5 Catalogue of Quality
Services Involving Users




In light of the recent increases in the number of trademark applications, conducting
examinations promptly and appropriately is a priority for all the TM5 partners. The
European Union Intellectual Property Office (EUIPO), the Japanese Patent Office (JPO),
the China National Intellectual Property Administration (CNIPA), the Korean Intellectual
Property Office (KIPO) and the United States Patent and Trademark Office (USPTO) — the
TM5 partners — are actively conducting quality management activities in order to
guarantee best quality and speedy examination processes for their users when applying for
trade mark registration.

Sharing information on quality management initiatives between the TM5 partner offices has
been an ongoing activity over the last few years. For this reason, the TM5 partners
launched a new project regarding quality management co-led by the JPO and the EUIPO.
The purpose of the project was to exchange information regarding quality management
initiatives between the five partner offices and to identify quality initiatives by the partner
offices with user involvement.

The first phase of the project consisted of a questionnaire on the different aspects of quality
management implemented throughout the offices to ensure the best possible quality,
services and products to users. This questionnaire was provided by the JPO and was
answered by all the TM5 offices.

The second phase of the project was led by the EUIPO and consisted of the development
of a catalogue of user-driven services. The catalogue includes highlights and examples of
services, initiatives and projects in each TM5 office in which users are fully involved. It also
highlights the efforts that the TM5 offices are currently undertaking to ensure that they
provide users with high quality products and services.

The purpose of this catalogue is to provide a systematic overview to users of the services
and initiatives being carried out by each office, and the impact they have on the quality of
the products and services provided to them. This is also based of the feedback received
from various channels, such as the inquiries, complaints and user satisfaction surveys.

The description of the initiatives in this catalogue includes a description of each service, its
goals and objectives, relevant key figures and highlights the benefits, or advantages, for the
users.
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Examiners’ Internal Communication

SERVICE DESCRIPTION ;*‘

Examiners exchange opinions on best way forward regarding TM applications within a three-level consultation
mechanism: first level, the case is examined within a section; if the level of complexity increases, the case is handled
by center and thirdly, for very complex cases, the decision is taken at Office level.

The centres can submit complex cases to the Office meeting for decision.

Certain types of applications are considered to be complex cases, and therefore the decision on the application is to
be decided in the so-called Office meeting, involving Office-wide experts. Examples of cases subject to Office-level
meeting decision include: sound marks or colour-combination marks.

The China National Intellectual Property Administration (CNIPA) shares information with China Trademark
Association regularly by holding workshops and seminars depending on necessity.

MAIN GOALS AND OBJECTIVES

Trademark applications' examinations are an important part of CNIPA’s core business. Therefore it is of crucial
importance to deploy as many resources as required by efficiency and effectiveness targets that the Office sets, as
well as in order to guarantee that the public does not deploy resources for no reason.

Quantity goes hand in hand with quality; the Office wants to have the applications examined faster and without
compromising the quality thereof.

The quality of examination is the ultimate goal of having three levels of internal consultation on files, some cases

being designated to be handled by one of the levels specified (section, center or office).
All'in all, CNIPA wants to maximise velocity and reliability of the decisions.

ADVANTAGES FOR USERS KEY FIGURES

Average Period of Trademark
Examination (month)

O/I Ensuring that no information is left unconsidered o 30
25
OZ Efficient use of appropriate resources 20
15
10
03 Access to some data used by the Office 5 | I l l l l
0 -

2008 2016 2017 2018 2019 2020
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Accelerated System and E-filing
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SERVICE DESCRIPTION * *‘

The Office has implemented comprehensive measures to accelerate the examination of trade mark applications,
including recruiting more personnel, etc. So far, the measures are working well and the average period of
examination has been shortened significantly. The Office has now moved onto the synchronous improvement of
efficiency and quality.

The trade mark office of CNIPA gradually expanded the user type and trade mark business scope to the e filing
system, and optimised the user experience of the trade mark search system.

Since 2018, the Office sends trade mark documents and trade mark registration certificates to the user via the e
-filing system.

CNIPA has an initiative to promote users' digital engagement in their interactions with the Office, by making available
the Director Mailbox, error report, telephone or email for consulting service.

MAIN GOALS AND OBJECTIVES

The main aim of the acceleration measures is to help users by reducing the examination time of the application, to
enable the trade marks to be registered earlier and to improve the overall examination processes.
By implementing the Director Mailbox, error report, telephone or email for consulting service the Office aims to
ensure customer satisfaction / experience and digital and IP engagement.
The main objectives of these initiatives are:

- to guide more innovative elements towards enterprises;

- to support the commercialization of innovations made by high education institutions and research institutes to
enterprises;

- to stimulate the application and industrialization of intellectual property in enterprises;

- to shorten the time for applying it in industrial production.

ADVANTAGES FOR USERS KEY FIGURES

Percentage of e-filing

89%
81% 8%
69%

2015 2016 2017 2018 2019

O/I Strengthen the knowledge dissemination on IPR

OZ Enhance the customers' experience

03 Increasing the dynamism of the world




SERVICE DESCRIPTION ;*‘

CNIPA randomly selects a number of examinations, with the purpose of analysing them to identifying measures for
improving examination the quality of the examination.

The Office makes use of the results of audits on trade mark examination quality by creating a quarterly report, where
problems are summarised and measures are identified and recommended to counter the deficiencies found.

Moreover, quality management department of trade mark examination collaboration centres are entrusted by the

Office to deal with inquiries from users.
CNIPA also collects and analyses opinions from users to improve the quality management activities.

MAIN GOALS AND OBJECTIVES

Customer satisfaction is key for every institution or business both in the private and public sector. Therefore, ensuring
it should be a priority not to disregard.However, satisfaction is a rather vague concept. In CNIPA's vision, the users’
satisfaction needs to be broken down into identified concrete goals and improvement needs. This is valid, in
particular when an institution is of public interest like CNIPA.Finally it is very important to assess in an appropriate
adequate way to which extent customers and stakeholders are satisfied with the provided services.

By bettering the quality management, CNIPA will significantly increase the benefits of utilising intellectual property
rights (IPRs) and the proportion of products rich in IPRs will grow significantly. The enterprises will make progress in
improving their system for managing intellectual property, invest more in the area of intellectual property and
significantly improve their capacity to utilise intellectual property in market competition.

ADVANTAGES FOR USERS KEY FIGURES

O/I CNIPA encourages the independent innovation o

gt o " Emerging tech fiéld

Examinatior  Quality * Compound talents
system Efficiency + Joint training
erprises and

* Regular,
Guideli
Pater

02 Encourages the participation in cultural creations *Prioritization

* Examination quality assurance  + With application of AL, big
system and examination data in IT system
guidance system

. . * Multiple examination modes
Improve quality on constant basis -
* Optimize examination resources
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Key User Programme

SERVICE DESCRIPTION R EVIPO

EUROPEAN UNION
INTELLECTUAL PROPERTY OFFICE

At the end of 2013, together with the launch of the new Office’s new website and online tools, the Office introduced a
pilot Key User Programme to accompany selected users in the digital transformation. The pilot programme targeted
the 250 top 250 users in European Union trade mark (EUTMs) and registered Community design (RCDs) volumes,
which represented around 50 %% of Office business. The Office provided personalised support given by a dedicated
team of Key Users Managers, training, information and on their side users enrolled in the programme committed to
use 100 %% of electronic communication.

Following the success of the programme, in April 2017, the pilot programme was opened to all users complying with
conditions of communicating electronically and holding a current a current account with the Office. Today over 700
key users have enrolled.

MAIN GOALS AND OBJECTIVES

The aim of the project is to ensure customer satisfaction/experience and digital and IP engagement.
Achieving this will lead to efficiency gains with a projected increase in the proportion of straight-through files

processed, a decrease in the level of formalities/classification deficiencies, and fewer objection letters, increasing
user satisfaction.

ADVANTAGES FOR USERS KEY FIGURES

O'I Enhanced user satisfaction 735

%

OZ Full digital engagement can,

ET%

03 Higher quality of files cons

MN18a3 201584

BAN - EUTM Straght - Fantu gh e (%) mkuE - EUTM Straght -thaough mes ()


RUNEBKI
Placed Image



SERVICE DESCRIPTION R EVIPO

EUROPEAN UNION

INTELLECTUAL PROPERTY OFFICE

The Stakeholder Quality Assurance Panels (SQAP) involves panels of users, representing user associations (UAs),
who meet on the Office premises and carry out audits on a sample of Office decisions. The decisions are checked
against the Office quality criteria, which is based on the Guidelines for examination (also discussed with UAs).
During the audit each auditor checks individually the decisions assigned to them. Then, the auditor presents their
findings to the panel. During the panel discussion, Office experts are available to clarify any doubt on the Office
practice. At the end, all findings are recorded in an audit report that is approved by the panel.

After the audit, the Office experts analyse the findings in order to identify opportunities for improvement and follow up
actions. Auditors and UAs are regularly informed on the improvements implemented thanks to SQAP.

MAIN GOALS AND OBJECTIVES

The main goals of the SQAP is to close the gap between the users’ perception of the quality of the Office’s decisions
and the Office’s internal quality measurements. In addition to this, enhancing user satisfaction, strengthening the
relationship between the Office, the UAs, their members, and taking on-board the users’ perspectives will all serve to
improve the clarity, consistency and predictability of the Office's decisions.

ADVANTAGES FOR USERS KEY FIGURES
_ , GAP: OPPO SQAP audit results vs.
O/I Enhanced user satisfaction Office feedback
20% -
17.30%
OZ Improved quality of the Office products
15% -
10% -
03 Increased understanding of the Office practice
5.43% 5.00%
] l
0% ; —_— ;

Q12018 Q32018 Q12019
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Communication with Examiners

SERVICE DESCRIPTION R EVIPO

EUROPEAN UNION
INTELLECTUAL PROPERTY OFFICE

The applicants for EUTMs have several ways of communicating with the examiners during the examination process.
Most of the communications between the examiner and the applicant are done by Official means of communication
and the responses to these.

Users calling the Information Centre (First Line) can also request to be put through to Operations Department
examiners when their query relates to a specific file. In this case, the call is transferred to the specific examiner who
is in charge of the file. In the event the examiner is not available, a call-back strategy applies: meaning that the user
is offered the possibility to be called back by the examiner within the following 24 hours. If the user agrees, First Line
sends an email to the examiner concerned requiring him or her to call the user back within the established
time-frame. First Line regularly monitors compliance with this agreement.

MAIN GOALS AND OBJECTIVES

The Office aims to provide high quality information and answers to inquiries from current or potential users, and to
record user feedback on the system in order to improve the quality of the system as a whole.

ADVANTAGES FOR USERS KEY FIGURES

Direct & CB Accessibility a
O/I Higher quality of services offered to users T mm wm e me o
O 2 Easier solutions for deficiencies o we oo o
03 Improved Office accessibility T e e o

Aprig May19 Jung Jui1e Aug1g Sep18

—&a— Direct & Call Back Accessibiity —— % Directly Answered

% Cal-Backs % CB Unwanted
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E-filing, Fast Track & Harmonised Database

SERVICE DESCRIPTION R EVIPO

EUROPEAN UNION
INTELLECTUAL PROPERTY OFFICE

The European Union Intellectual Property Office (EUIPO) offers an advanced e-filing solution for trade marks,
making the process easier for both new and seasoned users. During the e-filing, the applicant is guided through each
step, and the system allows the application to be saved during the process.

Users also have the option to file their application via Fast Track. If Fast Track is used, trade marks can be published
in half the time when compared to a regular application. There are two main conditions for a Fast Track application:

1. Select the goods and services from the Harmonised Database, which contains over 70 000 terms that have

already been accepted by the EUIPO and national IP offices from EU Member States.
2. Pay upfront: our examiners can only start examining the application once payment has been made.

MAIN GOALS AND OBJECTIVES

The main aims of the Fast Track and e-Filing systems are to help the users in reducing
deficiencies, increase accessibility, security and predictability.

The main goals of the Harmonised Database is to improve predictability, consistency for users and generate
efficiencies in the classification and translation processes for the Office.

ADVANTAGES FOR USERS KEY FIGURES
O/I Less classification deficiencies and faster - PFASTTRACK
niithlicatinn time e
02 Increased predictability of examination outcome _—
h 26.74% S - .

[
=]

15.73’%.’____,_.-——
03 Simplified and streamlined TM application filing

2014 2015 2016 2017 2018

% Fast Track % Regular Track
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SERVICE DESCRIPTION R EVIPO

EUROPEAN UNION

INTELLECTUAL PROPERTY OFFICE

The EUIPO’s User Satisfaction Survey allows users to provide valuable feedback about the goods and services

offered by the Office. The Survey is organised periodically by an external market research agency, and users are
invited to take part via email.

The survey focuses on several areas, including the Office’s legal practice, the online tools, the EUTM and RCD
registration and the customer and information services.

But what is most important about the User Satisfaction Survey, is that it fosters a dialogue between the Office and its
users, which in turn helps the Office better understand the needs of the users, thus allowing for the application of
more streamlined and user friendly services in the future.

MAIN GOALS AND OBJECTIVES

The main purpose for conducting the User Satisfaction Survey is to assess the satisfaction of our users with the
services as well as to identify goals and priorities for improvement.

The results are analysed by each of the department’s and any opportunities for improvement that are highlighted,
based on a rating criteria, are discussed, corrective actions are proposed, registered and followed-up by the relevant

area. Through these actions, the Office can further refine its processes, which will result in further positive experience
for users.

ADVANTAGES FOR USERS KEY FIGURES

] Satisfaction Core Services

EUTM

93 92
100 3 ;83

OZ Enhanced quality of services 75 5960 °
5
2
03 Improvements based on users' needs
0
uwy

()7 constructive dialogue with the Office

o
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SERVICE DESCRIPTION D
JPO

This initiative enables anyone to voluntarily provide useful information to the Japan Patent Office (JPO). This can
include information that a trade mark relating to an application for trade mark registration does not satisfy the trade
mark registration requirements or that it falls under the grounds of pubic/personal interests a trade mark without any
handling fees.

The JPO will give feedback to the information providers as to whether their information was used as a basis for
establishing reasons for refusal, if the information providers wish to receive it.

MAIN GOALS AND OBJECTIVES

The main goal of this Provision-of-Information initiative by third parties is to improve both the accuracy and speed of
trademark examinations and prevent any granting and registering of ineligible trademarks.

ADVANTAGES FOR USERS KEY FIGURES

Number of items of information provided

O/I This initiative is designed to prevent third
parties from registering ineligible trademarks. 2016 = 259

2017 1191

2018 849

02 This initiative enables information to be
provided anonymously.

0 200 400 600 800 1000 1200 1400
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SERVICE DESCRIPTION p
JPO

The JPO set a Subcommittee on Examination Quality Management, consisting of external experts such as business,
legal and academic experts, under the Intellectual Property Committee of the Industrial Structure Council.

The subcommittee makes recommendations for improvements of quality Management concerning examinations in
the JPO through verifications and evaluations of the implementation system/ the implementation status of quality
management; for example, the subcommittee verifies and evaluates whether or not policies and procedures of quality
management including quality manual policies or other necessary manuals have been properly formulated, whether
or not the quality management system has been properly set, and whether or not quality management has been
properly implemented in compliance with the formulated policies and procedures.

MAIN GOALS AND OBJECTIVES

The JPO aims to enhance the quality management of examinations by taking into account objective evaluations and
recommendations for improvements given by the subcommittee of external experts on the JPO’s internal efforts.

ADVANTAGES FOR USERS KEY FIGURES
O/I To have a form for examination quality 10 members, including a chairperson
management
OZ To perceive the current state of examination 2 meetings held in FY 2018

quality management



SERVICE DESCRIPTION

The JPO sets annual commitments for improving examination quality, which it is to achieve during each fiscal year.
They are approved by the Minister of Economy, Trade and Industry, and announced to the public.

Later the JPO announces the degree to which it has achieved them. With regard to trademark examination, the
commitments include the length of time allowed for conducting examinations and improving examination quality.

MAIN GOALS AND OBJECTIVES

The JPO has been setting annual commitments since 2004, in order for the JPO to work on achieving more prompt
and appropriate examination. Originally, the commitments set for trademark examination were prepared solely to
accelerate the examination process. Since 2014, however, the JPO has set commitments also to ensure that the JPO

continuously improves the quality of examination.

ADVANTAGES FOR USERS

KEY FIGURES

O/I The degree to which the JPO has reached the
commitments can be monitored.

O 2 The commitments are expected to lead to
further improving examination quality.

FY2019 commitments designed to improve examination
quality

Achieve a user-satisfaction rating of over 60% with
respect to users’ impressions of communication, e.g.
phone calls and interviews, with examiners.

Achieve at least 1,000 contacts, e.g. notices, phone calls
and interviews by examiners with applicants for
trademarks of sole proprietors, small and medium-sized
companies, and regional organizations, before reaching
final decisions.
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Fast-Track Examination

SERVICE DESCRIPTION p
JPO

Fast-Track Examination is a pilot program by which examinations are conducted about 2 months earlier than usual,
for applications that meet certain conditions. Applicants do not need to follow additional procedures or pay any
additional fees to have their applications undergo fast-track examination.

MAIN GOALS AND OBJECTIVES

This program offers a beneficial service in the form of earlier-than-usual examination on applications that clearly have
no issues in terms of designated goods or designated services. As a result, this service is expected to speed up
examination and reduce examination workload. As well as enabling trademarks to be registered earlier, this service is
expected to advance and improve overall examination processes.

ADVANTAGES FOR USERS KEY FIGURES

This program enables applicants to register Pendency period shortened by two months.
their trademarks earlier than usual without the
need to follow more procedures or pay

AAdA A~ Al FanA



~J i®.

User Satisfaction Survey on TM Examination Quality

SERVICE DESCRIPTION D
JPO

The JPO conducts its annual User Satisfaction Survey on Trademark Examination Quality
as a means to verify the quality of examinations conducted on trademarks at the JPO.

Included in the survey are various questionnaire items such as "judgments as to
distinctiveness and similarity", "consistency of judgments among examiners",
"description of the notifications" and "communication with examiners such as telephone
conversations and face-to-face interviews", in addition to the item asking about "overall
quality of trademark examination".

MAIN GOALS AND OBJECTIVES

Carefully listening to the opinions of users is essential to continuously launch initiatives for achieving quality
assurance in trademark examination.

The JPQO's main objectives for conducting this survey is to gather feedback, opinions, and suggestions on the quality

of trademark examination, which will enable the JPO to identify the current state of its trademark examination quality
and to utilize the results to further improve the quality of its trademark examination.

ADVANTAGES FOR USERS KEY FIGURES

Overall quality of trademark examination

01 To provide feedback to the JPO msatisfied msomewhat satisfied = neutral m somewhat unsatisfied = unsatisfied
2015 5.6%——42.1% - 38.3% =PRF% 2.3%
2016 GIW—A3IB%————— 43.5% 46% 1.5%
2017 5% ———AZTH—— 44.5% 64% 0.8%
02 To improve JPO's examination quality from 018 8.0% 39.7% 45:3% 0.3%
lisers' nersnectives 0% 20% 40% 60% 80% 100%

Response Rates

Answered/Sent
2015 67:3% 268/400
2016 83:8% 335/400
2017 89:3% 375/420
2018 89:3% 375/420

0% 20% 40% 60% 80% 100%






SERVICE DESCRIPTION Q

The Office conducts user satisfaction surveys every year. Approximately 100 subjects, including representatives and
direct filers with a high number of applications are targeted for the User Satisfaction Survey.

The content of surveys is divided into five parts: 1. Overall improvement of examination quality; 2. How easy to
understand notifications and decision statements; 3. Whether registration and rejection requirements are appropriate;
4. Integrity of a refusal decision; 5. Examiners' different determinations.

The users can enquire by phone or online. The Office will assign an appropriate person to respond to an enquiry.
Meanwhile, there is a call center for public petitions. The Office is making efforts to enhance the examination quality.
Starting from the second half of 2018, a part leader randomly selects three completed examinations per examiner
every month and gives a detailed analysis on distinctiveness, searching records, determination of similarity and
provisions applied.

MAIN GOALS AND OBJECTIVES

The Korean Intellectual Property Office (KIPO) aims to ensure customer satisfaction. The main purpose is to identify
goals and priorities for improvement and to assess the satisfaction of the users with the services provided. By
regularly checking users” opinions, the KIPO aims to provide information in order to improve the quality of the system
as a whole and to meet the customers’ expectations. In addition, KIPO intensified promotions through sites, blogs
and social network sites (SNS) to catalyse public opinion and establish a culture that respects IP and its protection.
KIPO carried out competitions to eradicate IP technology theft, prevent purchases of counterfeits and false
indications.

Moreover, KIPO developed teaching materials about IPR protection from 2014 to 2016, and disseminated them to
elementary, middle and high school students in order to enhance IPR protection and consumer' awareness.

ADVANTAGES FOR USERS KEY FIGURES

data
tranztor

O/I Increased awareness SO -

Specification » KPA

Internet

OZ Continual quality improvement process

Patent data
providing

v

03 Taking into account all stakeholders’ perspectives S ——

network

¥alue - added IP
Intormation Services)



SERVICE DESCRIPTION

The KIPO implements an accelerated examination system.

The usage of the accelerated system is encouraged by applying a discount for applicants who use the e-filing system
and designate goods and/or services that are included in the official list of product names.

The office has carried out an initiative in order to improve the digital engagement by increasing and adding the
number of forms that can be submitted electronically.

The KIPO has been developing the Trademark mobile e-filing and application management system. Sooner or later,

applicants will be able to apply for their marks with the KIPO no matter where they are, whenever they want, and will
be able to, monitor the examination process.

MAIN GOALS AND OBJECTIVES

This system aims to carry out an earlier-than-usual examination on applications that clearly have no issues in terms
of designated goods or designated services.

The result of this service is is an acceleration of the examination and reduction in the examination workload.

This service is expected to advance and improve overall examination processes, as well as to enable trademarks to
be registered earlier.

ADVANTAGES FOR USERS KEY FIGURES

IP application trend over three years
O/I Faster procedures

waees

100 553 I]U g== |

02 Reducing or eliminating the resources spent

Tradernaria Oesigrs

03 Increasing users” confidence in the institution



Quality Management

SERVICE DESCRIPTION

To ensure the systematic management of examination quality, the Examination Quality Assurance Office (EQAQ)
has established the examination quality warning system (EQWS). The EQWS provides the criteria for giving warnings
with respect to changes in the examination quality and countermeasures against each phase of a warning.

Specifically, the EQAO monthly reviews in-process examination cases and monitors the ratio of deficiency. Once a
month, the EQAO randomly samples 1-2% of the examination cases under the examination stage and reviews them
based on the examination review guidelines. The examiners in charge are given feedback on the review result, which
induces them to reconsider the case.

If the deficiency ratio exceeds a certain level compared to the average of the previous months, the EQAO gives
warnings to the examination bureau in charge. The bureau should then analyse the cause of the deficiency and

prepare various countermeasures.

In the future, discussions on the management of examination quality should aim to internationally standardise
measuring indicators of examination results.

MAIN GOALS AND OBJECTIVES

KIPO aims to provide information in order to improve the quality of the examination and registration system as a
whole. For this, a number of initiatives are organised periodically.

Nowadays, the international community has actively discussed the harmonisation of the examination criteria and
quality management.

ADVANTAGES FOR USERS KEY FIGURES

Average first office action pendency

O/I Providing regional IP awareness

© Patents and utility models
Trademarks

@ Designs

02 Enhancing examination quality R 00

03 Easing the procedures by harmonising the processes 12 2013 2014 2015 2016 2017 2018
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UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

The United States Patent and Trade mark Office (USPTO) offers several options for efficient online filing, including
electronic forms for the entire application and registration process available through the Trademark Electronic
Application System (TEAS). For initial applications, users can choose between the TEAS Standard and the TEAS
Plus form, for which the associated filing fee is reduced. Use of the TEAS Plus form requires that the identification of
goods be provided using a pull-down list of pre-approved identifications, (which includes the TM5 ID List), and also
requires the applicant to meet various application requirements at the time of filing. These features can enhance
examination quality and shorten the time to registration.

The MyUSPTO.gov platform allows users to create a personalized account to keep track of trademark applications
and payments. Users can store and monitor up to 1,000 applications and registrations per ID, keep track of due
dates, find quick links to forms, and receive email notifications of certain status and prosecution history changes.

In addition, the USPTO TM Status App allows users to review the status of applications and registrations and receive
notifications of selected status changes. Users can use the app to share, bookmark, or create notebooks for saving
information. This application is available at no cost on both the Apple® and Google® application marketplace
platforms.

MAIN GOALS AND OBJECTIVES

Electronic applications and tools help reduce errors and inefficiencies for the USPTO, prevent deficiencies by
applicants, and provide increased access and prompt notifications to users.

ADVANTAGES FOR USERS KEY FIGURES

()] Easeoffiing and lower cost On average, TEAS Plus applications have a
first action approval for publication rate that is
more than double that of a regular TEAS

02 Fewer deficiencies - faster publication time online application.TEAS Plus applications
mature to registration on average 3 months
faster than regular TEAS applications.

03 Easy tracking of applications and registrations



Trademark Public Advisory Committee (TPAC)

UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

The Trademark Public Advisory Committee (TPAC) was created by statute in 1999 to advise the USPTO Director on
the management of the USPTO’s trademark division (hereinafter the trade mark operation). It is made up of U.S.
citizens who represent the interests of the USPTO’s diverse users. Per 35 U.S.C. §5(b), members of TPAC:

(1) Must be citizens of the United States who will be chosen so as to represent the interests of diverse users of the
United States Patent and Trade mark Office;

(2) Must include members who represent small and large entity applicants located in the United States in proportion
to the number of applications filed by such applicants; and

(3) Must include individuals with substantial background in achievement in finance, management, labour relations,
science, technology and office automation. In addition, representatives of each labour organisation participate as
nonvoting members of the Advisory Committee to which they are appointed.

TPAC is charged with reviewing the policies, goals, performance, budget, and user fees of the trade mark operation
and with advising the Director and the Commissioner for Trade marks on these matters. A Patent Public Advisory
Committee (PPAC) performs comparable functions with respect to the patent operation.

MAIN GOALS AND OBJECTIVES

The TPAC’s input and recommendations enhance the usability and efficiency of the trade mark system, including the
services rendered by the trade mark operation’s various business organisations.

ADVANTAGES FOR USERS KEY FIGURES

O/I Users’ voice is taken into account

* 9 voting members,

* 3 non-voting members,

* 4 meetings held annually,

02 Participation of heterogeneous users’ groups )
* 5 subcommittees.

03 Objectivity granted



UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

The American Bar Association (ABA) Subcommittee on USPTO Practice periodically performs a case audit of
sample trade mark cases, noting how it would have rated the quality of the handling of the file by the examining

attorney. This review is then compared to findings of USPTO’s Office of Trade mark Quality of Review and Training
for the same files.

MAIN GOALS AND OBJECTIVES

The goal of the case audits is to compare USPTO’s internal quality determinations with those of an independent third
party.

ADVANTAGES FOR USERS KEY FIGURES

O/I Comparison internal quality Third-party reviews are corr_lpared with those
performed by USPTO’s Office of Trademark
Quality Review and Training on the same files

and have highly similar results.
02 Quality and timely examination

03 Increase in efficiency and productivity



Performance Management
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UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

Agency goals are set in advance every year and employees’ performance expectations and goals are aligned with
agency goals. A Performance Appraisal Plan is given to each employee at the beginning of the year. Employee
performance goals are objective standards that are measurable, understandable, verifiable, equitable, and
achievable. Throughout the year, employee performance is monitored and continuous feedback is given. Regular
training and developmental opportunities are provided to refine employee skills, increase employee responsibility and
improve work processes. Performance is formally rated every year, and superior performance is incentivised with
rewards.

MAIN GOALS AND OBJECTIVES

* Planning work and setting expectations
« Continually monitoring performance

» Developing the capacity to perform

* Periodically rating performance

* Rewarding good performance

ADVANTAGES FOR USERS KEY FIGURES

* Quality
0 95.5% compliance on first actions
0 97.0% compliance on final actions
0 50.0% “exceptional” office actions

* Workflow

o Internal guidelines for maximum times
set for examining

0 20% of applications examined must
resolve issues by telephone or email

O/I Standardized, predictable outcomes

02 Quality and timely examination

03 Increase in efficiency and productivity



UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

The Trademark Assistance Centre (TAC) is the main information resource centre for all customers, from first-time
filers to legal professionals and experienced trademark applicants. Customers may contact TAC by phone or email
for a variety of questions, including: general information about trade mark; trade mark literature and publications;
updates on the status of trade mark applications and registrations; answers to case-specific questions about the
status or contents of an application or registration; assistance with navigating electronic forms and systems; locating
information on the TAC website about the meaning of trade mark terms and concepts; and how to start the
application process, application and registration timelines.

In addition, once an application has been assigned for review, an applicant may contact the assigned examining
attorney directly with questions. Further assistance is available from the paralegal and staff attorney on duty every
day to answer questions on matters not currently with an examining attorney, on a petition, about a Letter of Protest,
assignment or other related issue.

Further, the USPTO website maintains online resources including the Trademark Information Network - detailed
videos about common trademark filing and registration maintenance topics, the TEAS Nuts and Bolts videos, and
other Help resources providing users with a wide variety of information. Other online resources include the Basic
Facts About Trademarks booklet in English, Spanish and Chinese, Answers to Common Questions about Trademark
Litigation, and Trademark Examination and Trial and Appeal Board Manuals of Procedure.

MAIN GOALS AND OBJECTIVES

The USPTO provides many resources to applicants and registrants so that they can quickly and easily obtain
information about the trademark process, resulting in fewer preventable errors and saving time and money for users.

ADVANTAGES FOR USERS KEY FIGURES

* Received 112,839 calls

O/I Quickly and easily obtain of information + Received 29,811 emails
* 85% of calls answered within 20 seconds
of receipt
. aco . .
02 Higher quality applications 95' /o.Of first gontact emails answered
within 1 business day

* 95% of non-first-contact emails answered

within in
03 Potentially faster processing time thin 3 business days



UNITED STATES
PATENT AND TRADEMARK OFFICE

SERVICE DESCRIPTION m

A Letter of Protest is an informal procedure that allows third parties to submit to the USPTO evidence bearing on the
registrability of a mark for which registration is being sought. The procedure is available only for pending applications
- not registered marks - and the only matters that can be raised are those that arise in the ex parte examination of
applications. For example, ownership issues would not be an appropriate topic for a Letter of Protest. If the Deputy
Commissioner of Trademark Examination Policy determines that evidence set forth in the letter of Protest is
reasonable and supports a ground for a refusal to register, it will “accept” the Letter and will forward the evidence -
though not the Letter itself - to the examining attorney who is reviewing the application. The grounds for refusal set
forth in these letters most frequently include the following: likelihood of confusion with a previously registered mark,
failure of a mark to function as a source indicator, and lack of distinctiveness.

MAIN GOALS AND OBJECTIVES

The Letter of Protest is intended to aid in examination without causing undue delay and without compromising the
integrity and objectivity of the ex parte examination process. It gives third parties an avenue, short of instituting a
formal opposition at the Trademark Trial and Appeal Board, to provide evidence to the examining attorney.

ADVANTAGES FOR USERS KEY FIGURES

- 4038 total letters of protest were received and
O/I Improve quality of examination acted on by the Office

- with 3208 pre-publication

- 758 post-publication received in Fiscal Year

02 Users’ voice is taken into account 2019

03 Participation of heterogeneous users’ groups
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	PART-0126: SERVICE DESCRIPTION
	Text Field 124: Examiners exchange opinions on best way forward regarding TM applications within a three-level consultation mechanism: first level, the case is examined within a section; if the level of complexity increases, the case is handled by center and thirdly, for very complex cases, the decision is taken at Office level. 
The centres can submit complex cases to the Office meeting for decision.
Certain types of applications are considered to be complex cases, and therefore the decision on the application is to be decided in the so-called Office meeting,  involving Office-wide experts. Examples of cases subject to Office-level meeting decision include: sound marks or colour-combination marks.
The China National Intellectual Property Administration (CNIPA) shares information with China Trademark Association  regularly by holding workshops and seminars depending on necessity.

	Text Field 225: Trademark applications' examinations are an important part of CNIPA’s core business. Therefore it is of crucial importance to deploy as many resources as required by efficiency and effectiveness targets that the Office sets, as well as in order to guarantee that the public does not deploy resources for no reason. 
Quantity goes hand in hand with quality; the Office wants to have the applications examined faster and without compromising the quality thereof. 
 
The quality of examination is the ultimate goal of having three levels of internal consultation on files, some cases being designated to be handled by one of the levels specified (section, center or office). 
All in all, CNIPA wants to maximise velocity and reliability of the decisions.
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	Text13334: Examiners’ Internal Communication
	PART-01234: SERVICE DESCRIPTION
	Text Field 201: The main aim of the acceleration measures is to help users by reducing the examination time of the application, to enable the trade marks to be registered earlier and to improve the overall examination processes.
By implementing the Director Mailbox, error report, telephone or email for consulting service the Office aims to ensure customer satisfaction / experience and digital and IP engagement. 
The main objectives of these initiatives are: 
    - to guide more innovative elements towards enterprises; 
    - to support the commercialization of innovations made by high education institutions and research institutes to enterprises; 
    - to stimulate the application and industrialization of intellectual property in enterprises; 
    - to shorten the time for applying it in industrial production.
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	Text Field 312: Strengthen the knowledge dissemination on IPR
	Text Field 411: Enhance the customers' experience
	Text Field 510: Increasing the dynamism of the world
	Text113: Accelerated System and E-filing
	Text Field 114: The Office has implemented comprehensive measures to accelerate the examination of trade mark applications, including recruiting more personnel, etc. So far, the measures are working well and the average period of examination has been shortened significantly. The Office has now moved onto the synchronous improvement of efficiency and quality.
The trade mark office of CNIPA gradually expanded the user type and trade mark business scope to the e filing system, and optimised the user experience of the trade mark search system.
Since 2018, the Office sends trade mark documents and trade mark registration certificates to the user via the e -filing system.
 
CNIPA has an initiative to promote users' digital engagement in their interactions with the Office, by making available the Director Mailbox, error report, telephone or email for consulting service.
	PART-0175: SERVICE DESCRIPTION
	Text Field 173: CNIPA randomly selects a number of examinations, with the purpose of analysing them to identifying measures for improving examination the quality of the examination.
 
The Office makes use of the results of audits on trade mark examination quality by creating a quarterly report, where problems are summarised and measures are identified and recommended to counter the deficiencies found. 
 
Moreover, quality management  department of trade mark examination collaboration centres are entrusted by the Office to deal with inquiries from users.
CNIPA also collects and analyses opinions from users to improve the quality management activities.

	Text Field 274: Customer satisfaction is key for every institution or business both in the private and public sector. Therefore, ensuring it should be a priority not to disregard.However, satisfaction is a rather vague concept. In CNIPA's vision, the users’ satisfaction needs to be broken down into identified concrete goals and improvement needs. This is valid, in particular when an institution is of public interest like CNIPA.Finally it is very important to assess in an appropriate adequate way to which extent customers and stakeholders are satisfied with the provided services.
By bettering the quality management, CNIPA will significantly increase the benefits of utilising intellectual property rights (IPRs) and the proportion of products rich in IPRs will grow significantly. The enterprises will make progress in improving their system for managing intellectual property, invest more in the area of intellectual property and significantly improve their capacity to utilise intellectual property in market competition.
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	PART-0276: MAIN GOALS AND OBJECTIVES
	Text Field 381:  CNIPA encourages the  independent innovation
	Text Field 480: Encourages the participation in cultural creations
	Text Field 579: Improve quality on constant basis
	Text182: Quality and Customer Satisfaction Management
	PART-013: SERVICE DESCRIPTION
	Text Field 101: At the end of 2013, together with the launch of the new Office’s new website and online tools, the Office introduced a pilot Key User Programme to accompany selected users in the digital transformation. The pilot programme targeted the 250 top 250 users in European Union trade mark (EUTMs) and registered Community design (RCDs) volumes, which represented around 50 %% of Office business. The Office provided personalised support given by a dedicated team of Key Users Managers, training, information and on their side users enrolled in the programme committed to use 100 %% of electronic communication.
Following the success of the programme, in April 2017, the pilot programme was opened to all users complying with conditions of communicating electronically and holding a current a current account with the Office. Today over 700 key users have enrolled.
	Text Field 22: The aim of the project is to ensure customer satisfaction/experience and digital and IP engagement. 
 
Achieving this will lead to efficiency gains with a projected increase in the proportion of straight-through files processed, a decrease in the level of formalities/classification deficiencies, and fewer objection letters, increasing user satisfaction.
 
 
	GOALS AND OBJECTIVES6: ADVANTAGES FOR USERS
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	PART-024: MAIN GOALS AND OBJECTIVES
	Text Field 39: Enhanced user satisfaction
	Text Field 48: Full digital engagement
	Text Field 57: Higher quality of files
	Text110: Key User Programme
	PART-0113: SERVICE DESCRIPTION
	Text Field 111: The Stakeholder Quality Assurance Panels (SQAP) involves panels of users, representing user associations (UAs), who meet on the Office premises and carry out audits on a sample of Office decisions. The decisions are checked against the Office quality criteria, which is based on the Guidelines for examination (also discussed with UAs).
During the audit each auditor checks individually the decisions assigned to them. Then, the auditor presents their findings to the panel. During the panel discussion, Office experts are available to clarify any doubt on the Office practice. At the end, all findings are recorded in an audit report that is approved by the panel.
After the audit, the Office experts analyse the findings in order to identify opportunities for improvement and follow up actions. Auditors and UAs are regularly informed on the improvements implemented thanks to SQAP.
	Text Field 212: The main goals of the SQAP is to close the gap between the users’ perception of the quality of the Office’s decisions and the Office’s internal quality measurements. In addition to this, enhancing user satisfaction, strengthening the relationship between the Office, the UAs, their members, and taking on-board the users’ perspectives will all serve to improve the clarity, consistency and predictability of the Office's decisions.
	GOALS AND OBJECTIVES16: ADVANTAGES FOR USERS
	KEY FIGURES15: KEY FIGURES
	PART-0214: MAIN GOALS AND OBJECTIVES
	Text Field 319: Enhanced user satisfaction
	Text Field 418: Improved quality of the Office products
	Text Field 517: Increased understanding of the Office practice
	Text120: Stakeholder Quality Assurance Panels
	PART-0133: SERVICE DESCRIPTION
	Text Field 131: The applicants for EUTMs have several ways of communicating with the examiners during the examination process. Most of the communications between the examiner and the applicant are done by Official means of communication and the responses to these. 
 
Users calling the Information Centre (First Line) can also request to be put through to Operations Department examiners when their query relates to a specific file. In this case, the call is transferred to the specific examiner who is in charge of the file. In the event the examiner is not available, a call-back strategy applies: meaning that the user is offered the possibility to be called back by the examiner within the following 24 hours. If the user agrees, First Line sends an email to the examiner concerned requiring him or her to call the user back within the established time-frame. First Line regularly monitors compliance with this agreement.
	Text Field 232: The Office aims to provide high quality information and answers to inquiries from current or potential users, and to record user feedback on the system in order to improve the quality of the system as a whole.

	GOALS AND OBJECTIVES36: ADVANTAGES FOR USERS
	KEY FIGURES35: KEY FIGURES
	PART-0234: MAIN GOALS AND OBJECTIVES
	Text Field 339: Higher quality of services offered to users
	Text Field 438: Easier solutions for deficiencies
	Text Field 537: Improved Office accessibility
	Text140: Communication with Examiners
	PART-0143: SERVICE DESCRIPTION
	Text Field 141: The European Union Intellectual Property Office (EUIPO)  offers an advanced e-filing solution for trade marks, making the process easier for both new and seasoned users. During the e-filing, the applicant is guided through each step, and the system allows the application to be saved during the process.
Users also have the option to file their application via Fast Track. If Fast Track is used, trade marks can be published in half the time when compared to a regular application. There are two main conditions for a Fast Track application:
 
1. Select the goods and services from the Harmonised Database, which contains over    70  000 terms that have already been accepted by the EUIPO and national IP offices from EU Member States.
2. Pay upfront: our examiners can only start examining the application once payment has been made. 
	Text Field 242: The main aims of the Fast Track and e-Filing systems are to help the users in reducing
deficiencies, increase accessibility, security and predictability. 
 
The main goals of the Harmonised Database is to improve predictability, consistency for users and generate efficiencies in the classification and translation processes for the Office.
	GOALS AND OBJECTIVES46: ADVANTAGES FOR USERS
	KEY FIGURES45: KEY FIGURES
	PART-0244: MAIN GOALS AND OBJECTIVES
	Text Field 349: Less classification deficiencies and faster publication time
	Text Field 448: Increased predictability of examination outcome
	Text Field 547: Simplified and streamlined TM application filing
	Text150: E-filing, Fast Track & Harmonised Database 
	PART-0123: SERVICE DESCRIPTION
	Text Field 121: The EUIPO’s User Satisfaction Survey allows users to provide valuable feedback about the goods and services offered by the Office. The Survey is organised periodically by an external market research agency, and users are invited to take part via email.
 
The survey focuses on several areas, including the Office’s legal practice, the online tools, the EUTM and RCD registration and the customer and information services. 
 
But what is most important about the User Satisfaction Survey, is that it fosters a dialogue between the Office and its users, which in turn helps the Office better understand the needs of the users, thus allowing for the application of more streamlined and user friendly services in the future.
	Text Field 222: The main purpose for conducting the User Satisfaction Survey is to assess the satisfaction of our users with the services as well as to identify goals and priorities for improvement.  
 
The results are analysed by each of the department’s and any opportunities for improvement that are highlighted, based on a rating criteria, are discussed, corrective actions are proposed, registered and followed-up by the relevant area. Through these actions, the Office can further refine its processes, which will result in further positive experience for users.

	GOALS AND OBJECTIVES26: ADVANTAGES FOR USERS
	KEY FIGURES25: KEY FIGURES
	PART-0224: MAIN GOALS AND OBJECTIVES
	Text Field 329: Constructive dialogue with the Office
	Text Field 428: Enhanced quality of services
	Text Field 527: Improvements based on users' needs
	Text130: User Satisfaction Survey
	PART-011: SERVICE DESCRIPTION
	Text Field 17: This initiative enables anyone to voluntarily provide useful information to the Japan Patent Office (JPO). This can include information that a trade mark relating to an application for trade mark registration does not satisfy the trade mark registration requirements or that it falls under the grounds of pubic/personal interests a trade mark without any handling fees. 
 
The JPO will give feedback to the information providers as to whether their information was used as a basis for establishing reasons for refusal, if the information providers wish to receive it.
	Text Field 20: The main goal of this Provision-of-Information initiative by third parties is to improve both the accuracy and speed of trademark examinations and prevent any granting and registering of ineligible trademarks.
	GOALS AND OBJECTIVES4: ADVANTAGES FOR USERS
	KEY FIGURES3: KEY FIGURES
	PART-022: MAIN GOALS AND OBJECTIVES
	Text Field 38: This initiative is designed to prevent third parties from registering ineligible trademarks.
	Text Field 45: This initiative enables information to be provided anonymously.
	Text16: Provision of Information by Third Parties on TM Application
	PART-0110: SERVICE DESCRIPTION
	Text Field 118: The JPO set a Subcommittee on Examination Quality Management, consisting of external experts such as business, legal and academic experts, under the Intellectual Property Committee of the Industrial Structure Council.
 
 
The subcommittee makes recommendations for improvements of quality Management concerning examinations in the JPO through verifications and evaluations of the implementation system/ the implementation status of quality management; for example, the subcommittee verifies and evaluates whether or not policies and procedures of quality management including quality manual policies or other necessary manuals have been properly formulated, whether or not the quality management system has been properly set, and whether or not quality management has been properly implemented in compliance with the formulated policies and procedures.
	Text Field 29: The JPO aims to enhance the quality management of examinations by taking into account objective evaluations and recommendations for improvements given by the subcommittee of external experts on the JPO’s internal efforts.
	GOALS AND OBJECTIVES13: ADVANTAGES FOR USERS
	KEY FIGURES12: KEY FIGURES
	PART-0211: MAIN GOALS AND OBJECTIVES
	Text Field 31920: To have a form for examination quality management
	KEY-115: 10 members, including a chairperson
	Text Field 414: To perceive the current state of examination quality management
	KEY-216: 2 meetings held in FY 2018
	Text117: Subcommittee on Examination Quality Management
	PART-0122: SERVICE DESCRIPTION
	Text Field 130: The JPO sets annual commitments for improving examination quality, which it is to achieve during each fiscal year. They are approved by the Minister of Economy, Trade and Industry, and announced to the public. 
 
Later the JPO announces the degree to which it has achieved them. With regard to trademark examination, the commitments include the length of time allowed for conducting examinations and improving examination quality.
	Text Field 221: The JPO has been setting annual commitments since 2004, in order for the JPO to work on achieving more prompt and appropriate examination. Originally, the commitments set for trademark examination were prepared solely to accelerate the examination process. Since 2014, however, the JPO has set commitments also to ensure that the JPO continuously improves the quality of examination.
	GOALS AND OBJECTIVES25: ADVANTAGES FOR USERS
	KEY FIGURES24: KEY FIGURES
	PART-0223: MAIN GOALS AND OBJECTIVES
	Text Field 331: The degree to which the JPO has reached the commitments can be monitored.
	Text Field 426: The commitments are expected to lead to further improving examination quality.
	KEY-228: Achieve a user-satisfaction rating of over 60% with respect to users’ impressions of communication, e.g. phone calls and interviews, with examiners.
	Text129: Commitments for Improving Examination Quality
	KEY-032: Achieve at least 1,000 contacts, e.g. notices, phone calls and interviews by examiners with applicants for trademarks of sole proprietors, small and medium-sized companies, and regional organizations, before reaching final decisions.
	KEY-0: FY2019 commitments designed to improve examination quality
	PART-0134: SERVICE DESCRIPTION
	Text Field 142: Fast-Track Examination is a pilot program by which examinations are conducted about 2 months earlier than usual, for applications that meet certain conditions. Applicants do not need to follow additional procedures or pay any additional fees to have their applications undergo fast-track examination.
	Text Field 233: This program offers a beneficial service in the form of earlier-than-usual examination on applications that clearly have no issues in terms of designated goods or designated services. As a result, this service is expected to speed up examination and reduce examination workload. As well as enabling trademarks to be registered earlier, this service is expected to advance and improve overall examination processes.
	GOALS AND OBJECTIVES37: ADVANTAGES FOR USERS
	KEY FIGURES36: KEY FIGURES
	PART-0235: MAIN GOALS AND OBJECTIVES
	Text Field 343: This program enables applicants to register their trademarks earlier than usual without the need to follow more procedures or pay additional fees.
	Text Field 43839: Pendency period shortened by two months.
	Text14041: Fast-Track Examination
	PART-0146: SERVICE DESCRIPTION
	Text Field 144: The JPO conducts its annual User Satisfaction Survey on Trademark Examination Quality
as a means to verify the quality of examinations conducted on trademarks at the JPO.
 
Included in the survey are various questionnaire items such as "judgments as to
distinctiveness and similarity", "consistency of judgments among examiners",
"description of the notifications" and "communication with examiners such as telephone
conversations and face-to-face interviews", in addition to the item asking about "overall
quality of trademark examination". 
	Text Field 245: Carefully listening to the opinions of users is essential to continuously launch initiatives for achieving quality assurance in trademark examination. 
 
The JPO's main objectives for conducting this survey is to gather feedback, opinions, and suggestions on the quality of trademark examination, which will enable the JPO to identify the current state of its trademark examination quality and to utilize the results to further improve the quality of its trademark examination.
	GOALS AND OBJECTIVES49: ADVANTAGES FOR USERS
	KEY FIGURES48: KEY FIGURES
	PART-0247: MAIN GOALS AND OBJECTIVES
	Text Field 351: To provide feedback to the JPO
	Text Field 450: To improve JPO's examination quality from users' perspectives
	Text152: User Satisfaction Survey on TM Examination Quality
	PART-012: SERVICE DESCRIPTION
	Text Field 21: The Korean Intellectual Property Office (KIPO) aims to ensure customer satisfaction. The main purpose is to identify goals and priorities for improvement and to assess the satisfaction of the users with the services provided. By regularly checking users’' opinions, the KIPO aims to provide information in order to improve the quality of the system as a whole and to meet the customers’ expectations. In addition, KIPO intensified promotions through sites, blogs and social network sites (SNS) to catalyse public opinion and establish a culture that respects IP and its protection. KIPO carried out competitions to eradicate IP technology theft, prevent purchases of counterfeits and false indications.  
Moreover, KIPO developed teaching materials about IPR protection from 2014 to 2016, and disseminated them to elementary, middle and high school students in order to enhance IPR protection and consumer' awareness.
	GOALS AND OBJECTIVES5: ADVANTAGES FOR USERS
	KEY FIGURES4: KEY FIGURES
	PART-023: MAIN GOALS AND OBJECTIVES
	Text Field 389: Increased awareness
	Text Field 47: Continual quality improvement process
	Text Field 56: Taking into account all stakeholders’ perspectives
	Text11011: Customer Satisfaction Management
	Text Field 0: The Office conducts user satisfaction surveys every year. Approximately 100 subjects, including representatives and direct filers with a high number of applications are targeted for the User Satisfaction Survey. 
The content of surveys is divided into five parts: 1. Overall improvement of examination quality;    2. How easy to understand notifications and decision statements; 3. Whether registration and rejection requirements are appropriate; 4. Integrity of a refusal decision; 5. Examiners' different determinations. 
The users can enquire by phone or online. The Office will assign an appropriate person to respond to an enquiry. Meanwhile, there is a call center for public petitions. The Office is making efforts to enhance the examination quality. Starting from the second half of 2018, a part leader randomly selects three completed examinations per examiner every month and gives a detailed analysis on distinctiveness, searching records, determination of similarity and provisions applied.
	PART-0116: SERVICE DESCRIPTION
	Text Field 113: The KIPO implements an accelerated examination system. 
 
The usage of the accelerated system is encouraged by applying a discount for applicants who use the e-filing system and designate goods and/or services that are included in the official list of product names.
 
The office has carried out an initiative in order to improve the digital engagement by increasing  and adding the number of forms that can be submitted electronically. 
 
The KIPO has been developing the Trademark mobile e-filing and application management system. Sooner or later, applicants will be able to apply for their marks with the KIPO no matter where they are, whenever they want, and will be able to, monitor the examination process.
	Text Field 21415: This system aims to carry out an earlier-than-usual examination on applications that clearly have no issues in terms of designated goods or designated services. 
 
The result of this service is is an acceleration of the examination and reduction in the examination workload.
 
This service is expected to advance and improve overall examination processes, as well as to enable trademarks to be registered earlier.
 

	GOALS AND OBJECTIVES19: ADVANTAGES FOR USERS
	KEY FIGURES18: KEY FIGURES
	PART-0217: MAIN GOALS AND OBJECTIVES
	Text Field 322: Faster procedures
	Text Field 421: Reducing or eliminating the resources spent 
	Text Field 520: Increasing users´ confidence in the institution
	Text123: Accelerated Application System 
	PART-015: SERVICE DESCRIPTION
	Text Field 10123: To ensure the systematic management of examination quality, the Examination Quality Assurance Office (EQAO)  has established the examination quality warning system (EQWS). The EQWS provides the criteria for giving warnings with respect to changes in the examination quality and countermeasures against each phase of a warning.
 
Specifically, the EQAO monthly reviews in-process examination cases and monitors the ratio of deficiency. Once a month, the EQAO randomly samples 1-2% of the examination cases under the examination stage and reviews them based on the examination review guidelines. The examiners in charge are given feedback on the review result, which induces them to reconsider the case. 
 
If the deficiency ratio exceeds a certain level compared to the average of the previous months, the EQAO gives warnings to the examination bureau in charge. The bureau should then analyse the cause of the deficiency and prepare various countermeasures.
 
In the future, discussions on the management of examination quality should aim to internationally standardise measuring indicators of examination results.
	Text Field 24: KIPO aims to provide information in order to improve the quality of the examination and registration system as a whole. For this, a number of initiatives are organised periodically. 
 
Nowadays, the international community has actively discussed the harmonisation of the examination criteria and quality management. 
	GOALS AND OBJECTIVES8: ADVANTAGES FOR USERS
	KEY FIGURES7: KEY FIGURES
	PART-026: MAIN GOALS AND OBJECTIVES
	Text Field 311: Providing regional IP awareness
	Text Field 410: Enhancing examination quality
	Text Field 59: Easing the procedures by harmonising the processes
	Text112: Quality Management
	PART-014: SERVICE DESCRIPTION
	Text Field 1012: The United States Patent and Trade mark Office (USPTO) offers several options for efficient online filing, including electronic forms for the entire application and registration process available through the Trademark Electronic Application System (TEAS). For initial applications, users can choose between the TEAS Standard and the TEAS Plus form, for which the associated filing fee is reduced.  Use of the TEAS Plus form requires that the identification of goods be provided using a pull-down list of pre-approved identifications, (which includes the TM5 ID List), and also requires the applicant to meet various application requirements at the time of filing.  These features can enhance examination quality and shorten the time to registration. 
The MyUSPTO.gov platform allows users to create a personalized account to keep track of trademark applications and payments. Users can store and monitor up to 1,000 applications and registrations per ID, keep track of due dates, find quick links to forms, and receive email notifications of certain status  and prosecution history changes. 
In addition, the USPTO TM Status App allows users to review the status of applications and registrations and receive notifications of selected status changes. Users can use the app to share, bookmark, or create notebooks for saving information. This application is available at no cost on both the Apple® and Google® application marketplace platforms.
	Text Field 23: Electronic applications and tools help reduce errors and inefficiencies for the USPTO, prevent deficiencies by applicants, and provide increased access and prompt notifications to users. 
	GOALS AND OBJECTIVES7: ADVANTAGES FOR USERS
	KEY FIGURES6: KEY FIGURES
	PART-025: MAIN GOALS AND OBJECTIVES
	Text Field 310: Ease of filing and lower cost
	Text Field 49: Fewer deficiencies - faster publication time
	Text Field 58: Easy tracking of applications and registrations 
	Text111: Electronic Filing and Tools
	PART-0115: SERVICE DESCRIPTION
	Text Field 11213: The Trademark Public Advisory Committee (TPAC) was created by statute in 1999 to advise the USPTO Director on the management of the USPTO’s trademark division (hereinafter the trade mark operation).  It is made up of U.S. citizens who represent the interests of the USPTO’s diverse users.  Per 35 U.S.C. §5(b), members of TPAC:   
(1) Must be citizens of the United States who will be chosen so as to represent the interests of diverse users of the United States Patent and Trade mark Office; 
(2) Must include members who represent small and large entity applicants located in the United States in proportion to the number of applications filed by such applicants; and 
(3) Must include individuals with substantial background in achievement in finance, management, labour relations, science, technology and office automation. In addition, representatives of each labour organisation participate as nonvoting members of the Advisory Committee to which they are appointed. 
TPAC is charged with reviewing the policies, goals, performance, budget, and user fees of the trade mark operation and with advising the Director and the Commissioner for Trade marks on these matters.  A Patent Public Advisory Committee (PPAC) performs comparable functions with respect to the patent operation.
 

	Text Field 214: The TPAC’s  input and recommendations enhance the usability and efficiency of the trade mark system, including the services rendered by the trade mark operation’s  various business organisations. 

	GOALS AND OBJECTIVES18: ADVANTAGES FOR USERS
	KEY FIGURES17: KEY FIGURES
	PART-0216: MAIN GOALS AND OBJECTIVES
	Text Field 321: Users’ voice is taken into account
	Text Field 420: Participation of heterogeneous users’ groups
	Text Field 519: Objectivity granted
	Text122: Trademark Public Advisory Committee (TPAC) 
	PART-01: SERVICE DESCRIPTION
	Text Field 1: The American Bar Association (ABA) Subcommittee on USPTO Practice periodically performs a case audit of sample trade mark cases, noting how it would have rated the quality of the handling of the file by the examining attorney. This review is then compared to findings of USPTO’s Office of Trade mark Quality of Review and Training for the same files. 

	Text Field 2: The goal of the case audits is to compare USPTO’s internal quality determinations with those of an independent third party. 
	GOALS AND OBJECTIVES: ADVANTAGES FOR USERS
	KEY FIGURES: KEY FIGURES
	PART-02: MAIN GOALS AND OBJECTIVES
	Text Field 3: Comparison internal quality
	Text Field 4: Quality and timely examination
	Text Field 5: Increase in efficiency and productivity
	Text1: Case Audits by Third Parties
	PART-016: SERVICE DESCRIPTION
	Text Field 101234: Agency goals are set in advance every year and employees’ performance expectations and goals are aligned with agency goals. A Performance Appraisal Plan is given to each employee at the beginning of the year. Employee performance goals are objective standards that are measurable, understandable, verifiable, equitable, and achievable. Throughout the year, employee performance is monitored and continuous feedback is given.  Regular training and developmental opportunities are provided to refine employee skills, increase employee responsibility and improve work processes.  Performance is formally rated every year, and superior performance is incentivised with rewards.
 

	Text Field 25: • Planning work and setting expectations
 
• Continually monitoring performance
 
• Developing the capacity to perform
 
• Periodically rating performance
 
• Rewarding good performance

	GOALS AND OBJECTIVES910: ADVANTAGES FOR USERS
	KEY FIGURES8: KEY FIGURES
	PART-027: MAIN GOALS AND OBJECTIVES
	Text Field 313: Standardized, predictable outcomes
	Text Field 412: Quality and timely examination
	Text Field 511: Increase in efficiency and productivity
	Text114: Performance Management
	PART-0117: SERVICE DESCRIPTION
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