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August 18, 2010

Q: What does “Ombudsman” mean as defined at USPTO?
A: While we don’t use the term or position of Ombudsman in the traditional sense, Ombudsman is used at the USPTO as a resource to help applicants whose applicants are stuck in prosecution.
Q: Do the Ombudsmen have any power?
A: The Ombudsmen are responsible for ensuring that all issues raised are directed to the appropriate contact within the USPTO and are addressed and they have the power to do that.
Q: Does this program use tax payer’s dollars or fees generated from applicants?
A: The US Patent & Trademark Office is a fully fee-funded agency and does not obtain or use taxpayer money from the general treasury.
Q: How many inquiries have been sent to the Ombudsman Program? Is that number what was expected by the Office? As a comment, congratulations on your report that all inquiries have been closed in an average of 2 days. 
A: The number of inquiries is 187; of those, 182 are closed and 5 are open. We really didn’t know what to expect when we started the program but are pleased that so many people have used the program and had their issues successfully addressed.
Q: I want to maintain a cordial relationship with the examiner. Should there be a threshold before I call the Ombudsman when the examiner is not responsive. Are there records kept that will adversely impact the examiner’s rating?

A: There isn’t a set threshold for use of this program. Pro se applicants or applicants’ representatives should use the program any time they feel there is a breakdown in the normal examination process. We don’t keep records on this program for punitive purposes; however, we do plan to use our findings for future training.
Q: I don’t see any follow up procedures from the Ombudsman; is there a procedure? As a note, I was quickly contacted by the Ombudsman when I used the program and then was also quickly contacted by the SPE. However, the SPE did not follow through with the promised action.
A: Thank you for that comment; we are currently looking at ways that the Ombudsman can follow up to insure that each issue has been addressed by the area most appropriate to address it.
Q. My experience using the program was not positive; in my situation, I have received 6 office actions. The Ombudsman set up a conference with the SPE and examiner but there wasn’t follow through as promised. Why can’t the Ombudsman take action on my application independent of the SPE.

A. The Ombudsman’s role is to ensure that the examination process works as it is intended to work. When it doesn’t, the Ombudsman will work within the examination chain of command to ensure the issue is addressed. If the SPE has not followed through as promised, the Ombudsman can request that the TC Director become involved in addressing the issue.


Q. I’ve had a couple of experiences with the program and have found the Ombudsman to be quick and helpful. However, I currently have a case with a deadline of tomorrow and have not received a promised interview summary form.

A. Thank you for the positive feedback. For the current case, let the Ombudsman know that the issue hasn’t been addressed as promised and the Ombudsman can ensure that the issue is addressed before your deadline. Also, we will be sending out our customer service survey next month and this kind of feedback would be helpful in that survey.
Q. Are the Ombudsmen  new hires?

A: No. The Ombudsman are experienced supervisors.
Q: Will the Ombudsman Program replace the petitions process?
A: It is not the intention of the Ombudsman Program to replace any of our currently existing processes. Rather, the role of the Ombudsman Program is to insure that our currently existing processes work as intended. 
Q. I had a great experience using the Ombudsman Program but I am concerned that the examiners or SPEs will take it personally if I use the program.
A. The Ombudsman Program does not keep records to use punitively against examiners and we encourage you to continue to use the program.
Q. Once the Ombudsman hands off the issue to an area to take action, there is no follow up to ensure that action was taken and the action was appropriate. I suggest that you need a measurement of the quality of the ultimate action.

A. Thank you for your suggestion. 
Q. Just wanted to note that TC2400 Ombudsman did a great job!
A. Thank you.

Q. I used the program and I appreciate all channels of communication that the PTO provides. My questions are: what is the breakdown of issue categories and is the PTO doing anything to address issues that are raised?
A. We have had over 180 issues sent to the program to date and we are tracking those in a database. We plan to begin posting findings about the program (including the types of issues raised) on the website. We also are looking for trends in the issues raised so that we can implement training that might be appropriate. 
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