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. SUMMARY FINDINGS

The key findings from the 2014/15 customér_satisfaction survey are:

Overall customer satisfaction exceeded the Ministerial target (80%) with an average score of
85.4%. '

85.4% is the highest score measured since the‘current measurement methodology was
introduced in 2010/11, and 4.4% higher than last year (2013/14).

Over a quartér (27%) of survey scores were ‘top box’ 10 out of 10, exceeding the total for any
year under the current survey methodology, and a 39% increase on last year.

Only 1% of respondents (2 customers) were dissatisfied overall, scoring below 6 out of 10. This
was 5% fewer than last year, and the lowest level of dissatisfaction recorded using the current
methodology.

1.5% of respondents (3 customers) said that they had been treated unfairly when dealing with
the IPO. ‘

BACKGROUND

IPO has the customer satisfaction target “Ensure customer satisfaction is at least 80%”. The
Customer Insight Team measures performance against the target via a telephone survey, this
report covers the combined results of the two survey samples undertaken September/Qctober
2014 and March 2015. '

SURVEY METHODOLOGY

Customer satisfaction is measured using a telephone survey of a random sample of 200
customers (split evenly over two points in the year). The ORACLE finance database provided the
survey sample frame comprising all transactions where Patents Forms 9 and 10, Trade Marks
Form 3, and Designs Form 2 had been filed over a preceding 12 month period (i.e. between 1 July
2013 and 30 June 2014 for the September 2014 sample, and 1 December 2013 and 31 November
2014 for the March 2015 sample). Two separate samples were chosen (over a single sample) as
this reduces the possibility of the final score being skewed by an unexpected one-off event.

A random sample was achieved by applying a sort key to the entire sample frame, ensuring that
the likelihood of customers appearing in the final sample reflected actual filing volumes. To avoid
response bias, a de-duplication process was then undertaken, so that customers were not
surveyed twice in the same year. Individuals, and customers who had previously opted out of
future survey contact, were also excluded for data protection reasons. The random samples
were cleared through the IPO Information Security Officer prior to use.
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Capturmg satisfaction data during the survey fieldwork was restricted to one collection method
for consistency and comparability of results. Customers were surveyed by telephone with the
researchers using a SharePoint template questionnaire {Annex A). lntrbductory letters were
issued in advance of the fieldwork to maximise response rates (Annex B).

The fieldwork telephone interviews were carried out by Customer Insight and Information
Centre staff. The first half of the survey (100 customers) was undertaken between 227
September and 6™ October 2014, and the second half {100 customers) between 9t and 315t
March 2015. .

4 SURVEY FINDINGS
4.1 [PO services used
Customers were asked to state which IPO services they have used. Unsurprisingly, trade marks

are the most commonly used transactional services, with some customers experiencing multiple
services, as shown in the table below:

Ser\nce Type Total
Trade Marks = =0 _'10'7:-'(53'.5%) o
Patents, Trade Marks, Des:gns 52 (26%)
Trade Marks, Designs: - [ " 17(8.5%).
Patents 10 (5%)
Patents, Trade Marks | oo 00 0 10 (8%). s
Designs ‘ : 3 (1.5%)
Patents, Designs -~ = =" f 0 1{0.5%)

4.2 Customer type

The chart below shows that around half of those surveyed interact with IPO on behalf of a client,
and are predominantly qualified IP professionals:
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Satisfaction scores

Customers were asked to rate their level of overall satisfaction with IPO service on a scale of 1 to
10. The average score was 8.54 out of 10, equating to 85.4%. Only 2 customers (1%) gave a score

below 6 signifying overall dissatisfaction. By way of comparison, Companies House {CH) measure

satisfaction with customer service on a 10 point scale. CH reported in their most recent results

(Nov14) an overall mean score of 8.3, with 89% of respondents giving a score of 6 or more. The
Companies House satisfaction target is 88% of customers scoring 6 or more.

The breakdown of scores for the Sep13 and March14 samples exhibit similar- profiles, as shown in
the chart below:

Score distribution 2014/15

40

35

30

N
u

wemes S @0y ] 4

s M ATCH 15

Number of respondents
N
S

iy
in

i0

1 2 3 4 5 6 7 8 9 10
Satisfaction Score

Page | 5



Official: Sensitive

Comparing the breakdown of survey scores over the past 3 years, the distribution follows a
mostly consistent pattern as shown below:

Number of respondents
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The survey did not ask customers to score individual business areas. However, where individual
business areas were stated as the only service used, the breakdown of average scores is shown

below:

Scores by area of IP:

Sepl4 Mar15 2014/15 Result
{Change from 13/14 in brackets)

Trade Marks 8.7 8.6 8.62 (+0.60)
45 responses 58 responses 107 responses
Patents 8.6 8.3 8.50 {+0.33)
7 responses 3 responses 10 responses
Designs 85 10 9.00 (+1.00)
2 responses - 1 response 3 responses
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The breakdown of average scores by customer type is also shown in the table below, with
satisfaction highest amongst customers who represent their employer’s IP:

Scores by customer type:

Sepi4 Marl5s 2014/15 Result
(Change from 13/14 in brackets)

Client’s IP -8.44 8.40 8.42 (+0.37)
(55 responses) (55 responses) (110 responses)

Own IP 8.60 8.68 8.64 (+0.64)
(27 responses) {37 responses) (64 responses)

Employer’s IP 8.67 9.12 8.81 (+0.35)
(18 responses) (8 responses) {26responses)

Reliability of results

The reliability of the survey score, as represented by its margin of error, was calculated at the
recommended?® 95% level of confidence for business research as +/- 4.9%. Put another way, 95%
of the time, average customer satisfaction would not be lower than 80.5% or higher than 90.3%

as shown by the error bars in the chart below:

2014/15 Satisfaction Score - 95%

Confidence Level

t :
1]

2014/15
i !

| :

4

7.5 8 8.5
- Mean Score

Analysis of the distribution of individual survey scores reveals a standard deviation measure close

to 1, as shown in the table below:

Standard Deviations of survey samples:

Year September sample March sample Sample combined
2011/12 1.1 1.2 11
2012/13 1.0 1.0 1.0
2013/14 1.2 1.7 1.5
2014/15 1.2 1.1 1.1

T Hill, Roche and 'AIIen (2007) “Customer Satisfaction” Cogent Publishing, Londan
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On a 10 point scale, a standard deviation of around 1 indicates that there is a strong consensus of
opinion. For customer satisfaction measurement, standard deviations are known to be relatively
low compared with many other survey types. The average standard deviation for customer
satisfaction has been found® to be 1.1 on a 10 point scale i.e, in line with the 2014/15 survey.

Customer comments
A score of 5 or below is in the lower half of the score range and will normally indicate that the
customer is disatisfied with their overall experience of [PO. The comments given by the two

customers scoring 5 or below were:

Sep 14 sample (score of 5)

“When filing form 51, there is a tendency to lose them, we have to file them 2/3 times. The
Quality of Patent searches — the EPO always finds something more relevant than the IPO. Online
form 1 is awful, there is no function to input the ADP number, attorney details or client
information, sometimes we file several and have to input the same information over again. If you
input the wrong information the edit button doesn’t work, or the back button, you have to go out
and all the way back in again to delete it and re-input the information. Observation has been
made that the online forms and correspondence seem to have been dumbed down, the manner
and the way the information is being presented is more aimed at the public rather than’
attorneys. The IPO seem more on the side of the public rather than both Attorneys and the
public.” (Represents client’s IP}

March 15 sample (score of 5)

“The problem | had was there was disagreement with my trade mark, | was told it was too literal
and it couldn’t be trademarked, but when I found lots of examples my response was they are
huge companies and they can do what they want. Don’t think that was very fair.” (Represents
own |P)

The full list of customer comments (see Annex C) can be represented as ‘word cloud’ as shown
below:

v ,;e""f':% & fng %‘, &
Soug el W, - F
Y gﬁ%agaﬂabgg guigance

A

e
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Annex A

Start of call &
Good morping/aftermnoon, my name is (state name} and Um calling from the Intellectual Proparty
Office,
We wrots to youfysur company racently to ask for your assistance with a short survey about customer
satisfaction with the IP0.
Can you ;ilease connect me with the person with responsibility for dealing with the 1PQ?
If the currant person - Can vou please spare 10 minutes to help with this research?
If transferred, repeat first 2 sentences of introduction then - Can you please spare 10 minutas fo help
wifth this research?
If no - Not a probiem, iF this isn't a convenient time, would you mind if I called back at a later date?
(agree date & time and log for call-back).
If no again - Thal's ok, I'm sorty to have disturbed you teday (record non-participation),
I ves - Thank you, your participation will heip us to establish what is important to vou whan dealing
with the IPO, and how you rate the service received. We may disclose the rasults of this supvay
oubiicly, but I can assure you that no comments will be linked o vou personaily and vour datails will
be held in strict confidence. The information you supply will be held in accordance with the Data
Protection Act (1988} and the Freedom of Information Act (2000}, and our Information management
Charter,

D1
Contect nama?

02 g‘“

Patents

E)
' Trads Marks

Designs
Which services have you used when dealing with the IPO? (You can pick multiple snes here)

04
. e reated fairly

Treated unfairly ‘
During vour dealings with the IPG, how do you feel that you have heen trezted overall?
If unfairly, why?
06

.m:l

(€3}

I~

Be Be Be e

[#)

7
8
9

TETYOTY Ty Ty

10 .
On a scale of 1 to 10 (whera 1 is very dissatisfied and 10 is very satisiied) how would you rate the
service you have received from the IPO? (If the customer explains that their experience has bean
mixed, explain that we are after an overall score taking everything into account)
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Date and time of
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Call back
information

Date and tirﬁe of
2nd attempt

Partici;ﬂéfed?

End ofcall
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{1f below 5} Would you mind explaining why you have given that score? (Please récord everything the
customer savs word for word)

Is there anything else you weould like to add about your experience of dealing with the 1P07 (Please
record everything the customer says word for word)

i . S .
You représent vour cliznt's Intellectual Property matters
.
4 - . o
. You represent your employer's Intellectual Property matiers
o~

You represent vour own Intellectusl Property matters
Customer type? {You can record only one here}

interested in taking perl in future IPO customer ressarch?

g .
. E-mzil address? {only applicable if they have given permission to contact again) -

'

‘Postcoda? (We should already have this information)

Al AL A AL S RO

|
Telephone number? {We should siready have this information)

E

i

Company name? {Ws should already have this information}

-

H

Date and time of ist attempt.

o

E

Dete and time of 2nd attempt - i )

e
o

Yes

No

Has the customer participated in the survey?

("_‘

Thank you very much for your time today. That is the end of the questionnaire. As confirmed earlier,
all feedback will remain completely confidential. The information you supply will be held In accordance
with the Data Protection Act (1988) and the Freedom of Information Act (2000} and our Information
management Charter. '
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Annex B '

Address

Date as postmark '

Dear Sir or Madam

As a user of the Intellectual Property Office’s services, | am writing to you in advance of some customer
research that will take place during the next few weeks. The research is to help us determme lf our
customers are satrsfled with the service that they have received. ’

A member of our Customer Insight team may contact your firm within the next few weeks to ask if you
are willing to complete a short survey over the telephone. The survey will take no longer thans mmutes '

and conﬂdentlallty will be strlctly observed in accordance with the Data Protectlon Act.

Your feedback is very lmportant and I hope that you will be willing to take part and help us to achieve
our aim of servmg you hetter. '

Thank you En'advahce for'your time.

Yours faithfully

Customer Research Manager
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Annex C - Individual customer comments

Trade mark related comments — Representing their own IP

Score Comment - Date
16 | The process. was good the feedback was good and the tlmmg was. S| Sepld
| good. T R R R O
10 Would have [oved the t|m1ng to be qwcker but can understand why, wrth Sepl14
allowing time for objections etc. But it would have been nicer for it to be
completed quicker.
6 Found it very difficult to get hotd ofthe examlners more access to - 1'Sept4
g examlners IR T : : :
10 When comp]etlng the nght start it Would be nice to have a courtesy 'Sep14
phone call as a reminder to say payment is due, sometimes emails can
be missed.
10 - | Plain Englash approaoh would be hetpful the wordmg can sometlmes be 1 Sep14
SN confusmg o o _ _ g S
8 We want to be kept up to date on progress T ‘S'ep‘l.4. |
10 - | It's all a bit of a minefield, but the staff have always been.very helpful -~ | Sep14.
'l andfantastic. | was given a bit of conflicting information in relation to__; S e
R _c]ass 35 Other than that the statf have been very helpfu! s
.8 Good to tighten up on the amount offraudu!ent Ietters/invoioes, vvhat — Septé‘t‘ |
[PO does minimises the. risk for us. Also, the first time we filed was a
little difficult, a more detailed explanation of the process would have
been good.
10} Very happy, everyone is very helpful, we made two payments by - | Se
- mistake and when:] called up, staff were very'hetpfut'and:a refund to our_'- i
?_account was very qu1ck = ' >
10 Tlmlng trom start to frn[sh was qurte long, there was a big gap in ‘ Sep‘t4

between. Also, where we didn’t know what was going on, it would have
been nice to have some information or an update on the progress of our
application. .
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10

Only the waiting time, took 4/6 weeks. [ understand the process and
there is a lot of work to be done but from a company point of view, we
would like the process to be quicker.

March15

_Websﬂte was easy and the forms were easy fo complete e _' S

Genera!ly everyone is always helpful but sometlmes I get dlfferent
information from different people which can be confusing, e.g. | was told
I could do something, but when | was put through [ was then told |
couldn't.

March15

| At times people can't answer the ques’uons you want they;ust foi[ow the
'gu1dance ' : , S s ;

March_1_5 :

1 The guldance wasn't that clear and it was sometimes very fru'stratin.g

about what it was saying we should be doing.

March15

| There should be better guidance and explanation on the website Q&A E
‘lost £170 when it was explalned to me. . understood why, but if that : ST
L Information was avaaiab!e on the websrte I would not have appEled tn the i
flrstplace L T R e _ e

| Marcht3

10

'The new websr[e is very c.c.)rnptic.ated.. -

" Marchi15

| +*| have more information at the start of the process, you don't find out
- | about it until it lanids on your door step, | called and was. told it was a
i _misieadlng mvcnce but peopie could'get tricked _by it o :

The lack of information regarding mlsteadlng lnvcnc:es ‘Would be nice to

o Marehis

Very Good

March15

| March15

10

Misleading invoices when registering, received so many, it would be

nice to have early warning off this and for it to be advised in all
correspondence.

Both occasions of registering a trademark | have always been able to
get through to someone who has provided guidance and reassurance
and understood my requirements.

T I.Viarcn‘l-S

Overall very good.

March15
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~ | Confusion when you submit text & image as it allows you to'do both, itis
_ -then rejected as you can only do’ one or. the other inan appltcation th:s -
‘| needs to be streamlined a bit more. lt would be useful if: you could
:trademark both text and logo in one appllcatlon : :

'The problem I had was there was d:sagreement wath my trade mark l

was told it was too literal and it couldn’t be trademarked but when |

found lots of examples my response was they are huge compames and B
g _they can do what they want Don t thlnk that was very fair ' .

March1

Areas that you need to select your goods in seem quiet broad, the
grouping is confusing, were does it fit, this could be explained more.

March15

| Language was not always c!ear quret techmcal could have been put in
: clearEngllsh ' SRR : TR e

-March15.

] only found out about you via.Companies House and an event that |
went to, it would be useful for people starting up new businesses to

know about you and the service you provide. | wouldn’t have known
about you if it wasn’t for that event.

Ma'rch15 -

i had problems submitting the form; frustratmg website | issues and had’ :
~ I 'to try and do it several times. Once done it was a_palnless process and AR iR
B _communlcatlon was very trmely SEEE Ve RIS AT R

TWarents

WebSlte is good

: l\llarc'hl 5

. Website. could be a biteasier to nawgate and-user fnendly, very’
g ,:complzcated not easy Everythlng else very good . good: value for money oy e

[ Warchis

. 10.

'Woul‘d.be helptul lf'.there was a standard letter you. could download -

(template letter) you could use to send out if someone is using your
trademark, or a link to the website, informing them they are
infringing/using a registered trademark.

..Nlarchls
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Trade Mark related comments — Representing their employer’s IP

Score . Comment Date
8 Very helpful and ta[ked through the brocess. I'nte.mational Sepi4d
registration and understanding of the process once the form hits
WIPO is a little unclear.
10 Would.like to be able to: amend applloatxons after d[scussmn wrth | Sept4 -
_ exammeriflssues anse A _ . , R T
6 [ [ooked through the Q&A on the websrte and it adwses that your 'Se‘p.'l4
strap line shouldn't describe your goods and services, but there is
nowhere on the form where you can describe what you do. Almost
like you are not given the chance to support your application.
8- A Cant beiteve the companles sendmg out mis- Ieadmg mvonces o 'Sep14
10 Very pleased March'l 5
9+ | Lack of personal contact name/details on correspondence would _Maroh‘_fs.
LN '__'prefer a.more personal pomt of contact S R S SR
9 Descnptlons could have been c[earer we [n[tlally applled for one but Maroh'IS |
were advised that we needed two (trade marks). More guidance is
needed. Also we received so many misleading invoices from
companies; think more could be done to stop this from happening,
more upfront warning.
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Trade mark related comments — Representing their client’s IP

Score : Comment Date
g . Aiways very helpful, even when the examiners not avallab!e 'Sep_14 O
o i'someone else has always stepped in Wthh is: also helpfu{ ' S
: 8. | think that the service has heavrly rmproved, more personable S'ep'14
than ever before, always willing to help. All very positive.
10 - | Website is a really useful resource, very good.. [ Sep14
9 | LLess cost. Sep14 |
9 Online formalities process can be a little confusmg, this maybe - .18ept4 o
because | don't use the system all the time, but it cou[d bemade ;.
] Slmpler whenever [ dld have any ;ssues the examlner was ab[e to'
_ he]p - o cei R : ‘ j SOt
8 It would be good rf we couid iog and view all case statuses rather "Se.p.14
‘than have to call up and check the status of a case. If it was
available to check online electronically, e.g. fo check the progress
of an application.
7. - 1-Access to information, search database and website are iSSUGS ‘Sepld a0
S i We have designed a search database for our clients and - R s
. | contacted OHIM. who. supported this’ and prowded free hcensrng
1 We approached PO who were less heipfu_l_ saying that we cand
[t now, but that future changes to the serv:ce m’ay make |t
o -mcompatzbie ' '
10 You guys are great Very good a[ways very he!pful .S.ep1.4' T

. | Being ab[e to talk to the case worker is |mportant and the IPO_as‘e

| ve'ry‘ prompt, fantastic

e Onhne d' tabase some’ames cr ish

When flirng an apphcatlon |f there is an error made you have to
email examination email address, would be good to have same
day response or be able to contact the examiner direct. Other than
that happy with action/responses that are received.

March15

| am visually impaired and the PDF forms | cannot see on the
screen, | had to have the help of another colleague.

March15
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| When uploadmg documents: on the website it left the images
' _Iookmg distorted and-nothing what they real[y looked like. Also
when [ called'| upto compiam that'| hadn't received the certlfloate l

Ry ‘was advised that it was. posted and told they would send another

~Pone; then 1 reoelved two your postal system doesn t work very
'weII S NI L _

[Marchis

Had a te[ephone'heariog recently and ir Was b.rilliant.

‘Maroh‘IS

| All quite happy with the service you provide. -

| March15

Make contact details easier to find. Would be good if you could
adopt a similar process to OHIM where you have a time line on
each application stating were you are in the process and when you
should expect correspondence.

When filing a trademark the IPO provides a service where you can
copy previous specifications from submitted applications - this can
cause duplications.

' Marchl1 5

:good as it was before

K The Websﬂe has changed and | have found that some’umes |t ;s

-S;M_archiﬁ' o

Onime de5|gns S|m|lar to OHIM On[me is the way forward

TMarch

.- | Froman applacatlon point, of view it would be useful if you had the

G 3_ab1!1ty to. draw from prewous apphcatlons and jUSt make'change

.l Alsowe have a depos;_t account with just £20. since 2009 and w
L 'f-get weekly paper sta “ments waste of tlme and mo y

[Marchis ...

Not[ced over tlme that the mterpretatlon from the exammers are
different and there is a contradiction in opinions. We will put one
trade mark through and it will be approved and then the same
thing through and not approved by a different examiner. Would like
more consistency with examiners.

Delay with issuing certificates (dispatched time).

Other than that all very good, like the fact you advise us when your
| services are going to be down.

"l“\/iarch"IS -
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Patents related comments — Representing their client’s IP

Comment

1 'of a minefield, for example if I
: 'comes aiong and puts a frame ound:

Score Date
8 ‘User friendly and helpful. o Sep1 4
8 It can sometimes be difficult getting hold of eXarhihers, this is Sep14
different for different cases, | have called several tfimes and sent
an email and had no response. So more access to the examiners:
would be helptul.
8 1 Speed of turn around on Patent Applications -~ | Sep14
10 Make more things electronic, things like being able to file Sep:‘ll4
: drawings electronically.
9 . 1 When emailing if there are any issues | have recerved a response ‘March15 = . .
S very qu10kly/eff101ently A!i works very well SRR
9 -On the websrte contaot ematl addresses (genera] emall address) March15 —
is not easy to find.
Designs related comments — Represent their own IP
Score Comment Date
L :Strugghng with the advice glven regard;ng desrgns it'salla blt S’_e_p_jg; e

it, tha’c then becomes"

12 design and then someone e

s Enew deSIgn
10 ) | Recezved a mlsieading mvolce Called to check and was adwsed Mérc-;hw 'h
it was misleading invoice. Happy the office is working to stop :
this and raising awareness.
Designs related comments — Represent their client’s IP
| Score Comment Date
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Comments on a combination of services — Represent their client’s IP

Services Used

Score

Comments

Date

Patents;#Designs

_ ‘There are still forms that need to be done by
o paper/fax, it would be ntce fo be abie to R
: have allforms onllne : -

Sep14

Trade _
Marks;#Designs

“\/ery happy with the on[iné renew'als,- it |

would have been even better if you could go
one step further and get rid of the paper
TM33 and TM31R - a lot more things are:
available online with OHIM. We have a
general email address, but there have been
times when opposition emails have gone
direct to the fee owners and gone missing.
The availability to speak to examiners is a
plus, and the guidance provided by
examiners and hearing officers is very good.
| feel the [PO is not as electronically up to
date as OHIM e.g. it's difficult to find things
on the website when it comes to
oppositions.

Se.p1.4

Patents;#Trade

_Marks #Desxgns M

| There are a lot of delays; eg searches « on ;ﬁf Sep1d -
oo L the Patents S|de-Th;s 'can cause us a.
g ;prob!em ST - SR

Patents #Trade
Marks;#Designs

You could make lt even cEearerto pnvate
applicants the importance of using Patent
Attorneys. Designs website is dreadful, it is
very difficult to see the images, the output
could be clearer.

_.Seb14

Patents;#Trade
;Marks #Desxgns

i ;Wh_en respond[ng to a Ietter whlch provu

Patents;#Trade
Marks;#Designs

Ensure the London office stays open, very

important. Even though online is happening
more and more, some things you just don't
want to do online, the importance of some.

things you like to go to the office.

Sep14
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Patents;#Trade

Sepl4 ..

P: ade |8 1 We have had fo seek clarification and found
‘Marks;#Designs | on afew occasions that the person hasnot SRR
SR been informed as much as we would have ~ |-
| liked: them to be on procedures. For -
o _example a withdrawal, knowrng the BRI
- procedures and the consequences L

Patents;#Trade | More th'ings onEine, put everyt.h‘ing. onfine. | Seo14
Marks;#Designs
Patents;#Trade | Software issues, technical applications - the | Sep14
Marks_;#i_)e'signs;_. o 'examlners take a str[ct [me whereasthe - 70
R TR P RO L appeal board seem to be a blt more Ienlent
Patents;#Trade 'Unable to save on some of the online forms. .S.epM
Marks;#Designs A "save for later” function would be useful.
Pateénts;#Trade |7 = | Online forms ~ when there has been an- . | Sep14 .
‘Marks;#Designs | update on the forms there is oftenan. Rt

. | issue/problem with the editable’ PDF forms EC
~ o palsothe transmon 10 gov.uk not: G
: -‘_'communrcated well; When sendrng urgent '
-+ | requests for change of representatrves or
L requests for certlfled copies’ can be a sIow e
process Gt R
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Patents;#Trade
Marks;#Designs

When filing form 51, there is a tendency to
lose them, we have to file them 2/3 times.
The Quality of Patent searches — the EPO
always finds something more relevant than
the [PO. Online form 1 is awful, there is no
function to input the ADP number, attorney
details or client information, sometimes we
file several and have to input the same
information over again. If you input the
wrong information the edit button doesn’t
work, or the back button, you have to go out
and all the way back in again to delete it and
re-input the information. Observation has
been made that the online forms and
correspondence seem to have been

.| dumbed down, the manner and the way the

information is being presented is more
aimed at the public rather than attorneys.
The IPO seem more on the side of the
public rather than both Attorneys and the
public.

When doing the new website maybe there
should be split forms/correspondence - one
for Attorneys and one for the public.

Sepia

Patents;#Trade |8 -

Marks #Demgns"" S

L R R '_telephone call or notlﬂcation thata change b
L had been done for examp[eff[]lng a. form 51

g\ More about the routlne stuff there IS a Iot

[Septd .

Patehts;#Trade |
Marks;#Designs

| When .geihg threugh feneWaEs, when domg .

several at a time you have to input the
company details each time. It would be good
if you couid input the ADP number and it
automatically populates.

& Sep14 e :
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Patents;#Trade

Marks;#Designs |

Patent examiners do not pick up the phone.
Company is having to chase when possibly
not appropriate which delays the process.
Phone calls are acceptabie, where

appropriate.

Sep14

Patents #Trade
Marks; #Demgns

1. Substantlal scope for 1mprovmg web
offenngs ' -

| 2. Services to lay users are both

astomshmgiy good and tmmenseiy bad. Lay

- | users easily confused and dont understand |

| IP, they take information as advice, Office |..

| not putting out adequate matena] on use of e
_ mtetlectual property & systems :

Patents;#Trade
Marks;#Designs

Online Patent renewals cou[d be_improved
further; it would be good if you could file
multiple ones to be done at the same time.

Sepid

Patents;#Trade

-1 'You get back to us with quer:es very qwckly 5_

Marks;#Designs | and are approac:hable e

Septd

| Trade
Marks;#Designs

10

Reoently had to ﬂ[e an objection, this was
the first time that | had done this and |
followed the example that you supply on
your website and the trademark examiner
said that this wasn’t enough. It would be
helpful if a more detailed explanation was
provided. .

Sep14_

Patents;#Trade . - |
_Marks #DeSIgns e

The IPO is always very. helpful, whenever -
{we calf or need advice. Alway |

ys there whe

Sepld

Paten.ts;#Trade-

Just recently there have been some

| ‘Sep1'4'
Marks;#Designs improvisions, i.e. mistakes in the letters that
we have received and we have had to deal
Twith it
' Patents,#Trade ST
Marks;#Designs t SR T
Patents;#Trade |7 Sometimes when we have sent in Sepl4
Marks;#Designs something and it has been wrong, we don't

get any confirmation or follow up, 1 think it
should be your responsibility to notify us, it's
only when we chase we get advised of it.
Communication could be better.
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Official: Sensmve _

:Patents,#Trade B
i patent application. The time
-1 timel

: Marks

Patents;#Trade |8 = 'More ﬂex;blhty needed ~ Septa .
Marks;#Designs .| ‘ BRIV e I N
Patents;#Trade 9 When carrym’g out a searoh on your Sep14
Marks;#Designs website, when the results come up on the
screen it never says what you originally
searched for on the results list. All other
offices do this.
Patents;#Trade 7 rTo regi_ster a Patent tek_es too long. - March'l 5
Marks;#Designs | - ! o LT e _
Trade 10 Opposmon leISIOﬂ IS great : is March15
Marks;#Designs great | have had a lot of dealing with him. PERSsNAL | NPOAm
| ' Revacres
Patents;#Trade |8 - . | You can always contact an examiner when' - 'Mar’c’h15 L
Marks EE S NRL DL --needed overal[ Very good servaoe RS A
Patents;#"rrade' 8 On—Eine ﬁiing it would be good if you could Maroh15
Marks;#Designs save it (like EPO) if your computer crashed
‘ - you lose everything. Good if you were half
way through if you could save.
Patents; #Trade <19 i Little bit faster in the prooess of ﬁlmg a i Mer_bms_ Gl
Marks; #Designs | . _;'patent o i
Patents;#Trade |8 What Would be nice lf you oould ‘ [Vlarch15
Marks;#Designs acknowledge an email, receipt of email
‘ rather than leave you hanging and just
respond when answering.
Speed up receiving the search results ofa - | March15

akes can: be

AT1T0

Trade
Marks;#Designs

| ‘Theability to see info .online would be very |

heipful, system like OHIM site, were you can
see almost live information, view records
online.

[March1s

Patents;#Trade
Marks;#Designs

Bring back the IPSUM website as it's been ’
taken away, you used to be told when the
examination was going to take place.

March15
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Patents;#Trade

Marks;#Designs |

' | Website has taken a step back since the
_-| move to gov.uk and it is not as easy to find -
| the information as lt was on your old ' '
| website. . ' _
| The ability to file forms/pay fees there is a. _' e
-+ lot more that could be done on this; we are |
"I behind compared to other offices.
| Quality of examinations of trademarks has -
| gone down over the years dueto .
| inconsistency of examiners, dlfficutt to

“advise clients when it rea!!y is in the hands '

of the examiner. In my’ experlence whena -

~ I'person applles themselves you are much )
i more iement

TMarchis

Trade
Marks;#Designs

10

| Move to more onlihe fil.ing would be good;if |

you could adopt a similar system to OHIM
the ability to file in bulk rather than have to
do it by fax or post.

March15

_Trade BRI

_Marks,#DeSIgns B TR TS
: o o Fknowledge then' fl[mg it-in the: Wrong .

g 'ciasses/oppos:t;ons/lltigation etc. w0

-+ I Happy that the PO ‘are pomtmg people m

i the dlrectlon of attorneys/ITMA;ﬂ e

o is a breath offfresh an".i

| Biggest fear is that people file direct with the

IPO; big concem to people not havmg the

WZ'SWAL‘ e
wwz,w*rwn/__;-

Mar9h35

ﬂF,I)Aé T V,D

Patents;#Trade
Marks;#Designs

EXa'rhi'hatieh re';ibr't's' Should be mors fully

explained, legal background in more detail
would be very helpful, sometimes difficult to
make the switch between the European

approach and the UK. Not always sure how -

examination steps are executed. Would be
good if the examiners could take a little bit
more time and go into more details.

March15

| Sometimes when ouing up to discuss a

Patents;#Trade

Marks;#Designs

Sometimes it feels like you get passed
about a bit, when someone doesn't want to
deal with you, not always clear who you
need to go to. '

Mar'c'h't 5 |
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Patents;#Trade {9 | Website is notas easy to use smce movmg A March15 0
Marks;#Designs | - . to gov uk RTINS S s e
Patents;#Trade 10 AII correspondence to be sent by email. March15
Marks _ :
Patents,#Trade: 18-+ 1 Tobe abletofile a form 51 onling viathe 1 M_arohds T
Marks B I EPO line would bé fantastic. Notdlrectly T
related but it would be great B

Patents;#Trade |7 When you anI, sometimes get passed March15
Marks;#Designs around, would be nice to get to the right

person and get the right answer, or if

someone is off more than one person to be-

able to answer a particular query.

You can save for later on the TM system but

not on the patent, this would be helpful.

More online filing, more communication

electronically (still have to do address of

service by fax).

Good that you are contacting attorneys with

this survey, it's a good way of getting

feedback.
Patents #Trade 18 | Raise the fees, spend more time on more _I B

jthorough searches for. Patents you are 10"
" | 'times cheaper:than thé EPO. Do hlgher
~ | quality searches and examlnatlons

R _Need more examln s, delays are 90‘”9
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Comments on a combination of services — Represent their employer’s IP

Marks;#Designs |

&your personal telephone servnce

Services Used Score Comments Date
Patents;#Trade | 8 - 1 Less paper & more emails. [ Sep14 -~ o
Marks;#Designs | ' S 3 SRR
Patents;#Trade |8 More forms available online. -Sep14
Marks;#Designs
Patents;#Trade | 10 | Response time is very good. . . 'Sep14 .-
Marks;#Designs | - Ceel R e R s e e T e
Patents;#Trade | 7 Lack of consistency in staff knowledge if Sep14
Marks people move :
Patents;#Trade | 9 | To make individuals more accessible, direct - March_1__5_' R '

| numbers : available. So to. continue 1mprovmg C

Comments on a combination of services — Represent their own [P

Services Used

Score

Comments

Date

Patents #Trade

Marks

T
o and the lack of anonymity of post grant
::reglstratlon,’revocatlon process The':

Filing of 3rd party observations, the: ’nmmg

Sep14 S

Trade

Marks;#Designs

10

TTfound the website complicated, but think

what you do can be complicated so don't
have any suggestions for dumbing it down.
When | have had any queries and have had
to call everyone has always been very
he[pful

.S,épM. Sl
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Trade 10 All very good, whenever | have needed fo Sep14
Marks;#Designs get hold of someone, | have.
Trade o7 1] One of our trademarks has been rejected. | Sep14
Marksi#Designs| |
Trade 10 All good, straight forward and the person!| | March15
Marks;#Designs spoke to when [ needed help, was very

helpful.
Patents,#Trade 8 .| Search facilities for Patents/Trade Marks . March15 - .
Marks - SRR could be more userfriend!y P & I AP
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