
testimony to the success of e-TEAS, and the

USPTOs move to e-government.

Trademarks identified a number of strategies to

direct the management of resources to achieve its

goal of enhancing trademark protection through the

registration of high quality and timely trademarks.

As increases in application filings continue, we must

change our business approach for serving our

customers.  Electronic filing and communications

are providing the means to serve more customers

with better quality results and fewer resources.  The

results of our customer surveys also made it clear

that customers who file electronically are more

satisfied than customers who file paper applications.

 All of our customers who file electronically said they

were satisfied with the ease of access and use of the

filing system and the time it took to receive a filing

receipt with 94 percent satisfied with accuracy.  Of

the customers who f iled paper applications,

only 44 percent were satisfied with the

accuracy of the filing receipt and 27

percent were satisfied with the t ime

that it took to receive it.

Trademarks is adopting

e-government to utilize information

technology and the Internet as the

single approach to serve its

customers.  By reducing or eliminating the number

of processing activities in the production process,

we have the greatest potential for performance

improvement.  Many of these separate processing

activities are the result of a manual, paper-based

process that is dependent on copying application

papers, matching papers to files, and updating a

database for all pending and registered files.  As the

number of pending files rises, the opportunity for

processing delays, errors in capturing data, and

missing papers and files increases.  Trademarks’

goal is to have all communications with our

customers performed electronically by 2003.  By

achieving our e-government goal of providing and

delivering information and services electronically,

we will better manage our resources and facilitate

quality and process improvements.

Trademarks has committed to achieving measurable

organizational goals and objectives as follows:

Goal: Enhance the Quality of Our 
Products and Services

n Reduce the error rates in examined trademarks
to less than 3 percent

n Provide clear written communications in all
correspondence

n Improve the consistency of examination and
reduce requirements

n Increase overall customer satisfaction rating by 3
percent each year

n Return phone calls within one business day

n Mail correct filing receipts in 14 days for paper-
filed applications

n Mail correct filing receipts in one day for
electronically filed applications

n Design and establish a customer complaint
management system

In fiscal year 2000, we added the Trademark
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In fiscal year 2000, we added the Trademark

Electronic Business Center to the USPTO Web site.

This addition created a convenient single source for

locating trademark-related information by giving

customers access to general information, as well as

the same data that are used internally to process and

examine applications.  Data are available

electronically in less time than it takes to provide

access to the same information in paper.  The Web

site allows customers to:

n Search text and images of more than 2.9 million
active, pending, and retired marks

n Search the locate status information for pending
and registered marks

n Conduct a search of trademarks using the
electronic search system

n Complete and file a trademark application
electronically

n Complete and file intent-to-use and post
registration forms electronically

n Download and complete a copy of a printed
application form for mailing

n Check the status of pending applications

The addition of seven intent-to-use and post

registration forms made it possible to file nearly all

trademark applications electronically.  Electronic filing

substantially improves processing time by eliminating

a number of processing steps, as well as improving

the quality of the application and filing receipt data

that are captured.

Goal: Minimize Processing Time

n Deliver examiner’s first Office action within
three months

n Determine registrability of trademarks within
13 months

Trademarks believes that reducing pendency while

managing rising filings is crucial to our mission of

meeting customers’ needs and protecting

business through the examination and registration

of trademarks.

The vast majority of applications in fiscal year 2000

were filed on paper in a non-standard format.  This

type of application requires a number of separate

processing steps to convert the application data into

electronic format.  Once these steps are completed, a

filing receipt, which notifies applicants that initial

requirements for a filing date have been met and

assigns a serial number as a reference for future

correspondence, can be generated and mailed.

In the last half of fiscal year 2000, two changes were

implemented that signif icantly reduced the time

needed to process data from paper filed applications:

 contractors supplemented Government staff, and the

process was streamlined. Contractors were hired on

a term basis, and worked from electronic images and

data that were produced by scanning paper using

optical character recognition technology to review

data for transfer to the Trademark Reporting and

Monitoring (TRAM) system.  The length of t ime from

filing to mailing a filing receipt dropped from 107 days

to nine days in a six-month period, a significant

improvement considering that a backlog of some

60,000 files was eliminated.  The mailing of filing

receipts remained under the office goal of 14 days.

Fifteen percent of the applications filed for registration

were filed electronically.  The process for generating a

filing receipt for applications that are filed

electronically through e-TEAS is faster and more

accurate.  Applicants receive an electronic filing

receipt that includes the full text of their application

exactly as it was submitted upon filing or the same

day.  Data are received in an electronic format that

permits expedited transfer to TRAM, improving

access for everyone, reducing processing steps and

improving the reliability and quality of the data that is

transferred.  Electronically filed applications are

received and processed in an e-commerce law office

that is designed to handle all processing and
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