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Methodol ogy*

Purpose: Assess satisfaction with trademark process and
standards

Survey Items  Someredesign, but wanted to maintain compar ability
& Scales: with previous administrations

Summary of Changesin 1999 Survey:

e More specific questions on problem resolution
e Added an open-ended item on types of problems encountered

e Someitemsthat werenot utilized in analysisor that were
difficult for respondentsto understand were deleted from the
survey

e New itemsadded
¢ Many additional questionson trademark standards

o New questionsregarding trademark process
& Section on electronic filing
¢ Section on First Office Action timeliness

* Appendix A describes the methodology in mor e detail.
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Methodology (Cont.)

Survey Items
& Scales: (Cont.) Adjustment to Scales

e Changed theresponse choicesin the section on trademark

standards (29 questions) to be compar able with the rest
of the satisfaction questions

¢ Moved from a 3-point satisfaction scaleto a 2-point
satisfaction scale with a neutral midpoint

¢ Using statistical analyses, adjusted 1998 survey satisfaction
number s on the compar able questionsto be ableto show
per cent change in satisfaction for affected questions
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Methodology (Cont.)

Survey
Administration: From May 14, 1999 to August 4, 1999

4 Mailings:

e Advanceletter —May 14, 1999

e Initial survey packet (cover letter, survey
return envelope) —June 10

e Reminder Postcard —June 22

e Second mailing to nonrespondents (cover letter,
survey, return envelope) —July 6

e Closed data collection — August 4, 1999

Response Rates: 1,206 Mailed
464* Returned complete
41% Overall trademark responserate

* 26 of the 464 completed surveyswerereturned after the close of data collection. These
areincluded in the above responserate calculations but are not included in the data analysis.
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Sampling

File Cleaning: e Deleted duplicate recordsto get
onerespondent per address

e Deleted recordswith incomplete
addressinformation

Sample Selection: Goal wasto sample approximately
1,200 respondents (800 for regular
survey and 400 for “old scale” survey)

Sample Size: Initial Trademark sample size =1,692
Sampling rate = 3of 4
Duplicate/incomplete records = 63
Final mail-out size = 1,206

* Appendix B presents more detail regarding the sampling procedur es employed.
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Who Were the Respondents?

A Demographic Profile
of Participants




Al. What isyour affiliation? (Fill in all that apply)*

1999 1998 1996 1995

% % % %

** Federal government agency (n=1)*** 0 0 1 1
University or college (n=0) 0 0 0 1
Large business (n=53) 12 11 19 35
Small business (n=53) 12 9 1 1
Law firm (n=323) 74 78 78 49
Individual applicant (n=12) 3 3 3 14
Other (Specify) (n=6) 1 1 2 5

* Percents may sum to more than 100% because more than one response could be chosen.

** Response categories changed from 1995/1996 to 1998/1999. The question is still comparable
from year to year.

***N’s in parentheses are for 1999 survey results.

The 1999 affiliation profile is quite similar to the 1998 profile. Law firms make up
about three-quarters of the survey respondents.
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A2. How often did you contact the PTO for products or
services over the past year?

1999 1998 1996 1995

% % % %
Never (n=11)* 3 2 2 13
Only once (n=19) 4 4 2 9
Rarely (n=28) 6 5 3 5
Occasionally (n=95) 22 18 14 16
Often (n=285) 65 72 80 58

*N’s in parentheses are for 1999 survey results.

There was a slight decrease in respondents “often” contacting the PTO.
This was probably due to the slight increase in respondents
“occasionally” contacting the PTO. Still, about two-thirds often contact
the PTO during the year.
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A3. What isyour relationship with the PTO?*

1999 1998 1996 1995

% % % %
Not a customer (n=2)** 1 0 0 1
A former customer (n=2) 0 2
A one-time customer (n=18) 4 3 3 9
An occasional customer (n=66) 15 14 9 19
A frequent, but not
continuous customer (n=34) 8 6 5 8
A continuous customer (n=316) 72 77 84 61

* Question wording changed slightly from 1998 to 1999. The question is still
comparable from year to year.

** N’'s in parentheses are for 1999 survey results.

About three-quarters of the respondents are continuous customers with
the PTO.
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Demographic Profile—In Summary

e About three-quartersof therespondentsare from
law firms. Individual applicants make up only 3%
of thetotal respondent population.

e About two-thirds of the respondents often contact
the PTO duringtheyear. Therewasa dight shift
from often to occasional contact between 1998 and
19909.

e About three-quartersof therespondentsare
continuous customers and another 8% are frequent
customers. Therewasa dlight decreasein the
number of continuous customers from 1998 to 1999.
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What the Data Shows




A Review of Results By:

e Most and L east Satisfied Questions
e Most Dissatisfied Questions

e Major Changesfrom 1998 Data

e Questions Grouped into Six Factors

e Questions Pertaining to the Overall
Trademark Process

e QuestionsHaving the Greatest | mpact on
Overall Satisfaction (Key Drivers)

e Demographic Differences

e Content Analysisof Open-Ended Comments
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Absolute View of Results




Most and Least
Satisfied Questions




Survey
ltem #

B1.

C1APS.

C1AP1.

C10E1.

B26.

B4.

T-19

What Respondents Were Most Satisfied With

Treat you with courtesy each
time you contact us

Use of phone by employees to
deal with examination issues

Amount of time needed to submit
required information

Outcome met your objective

Issue Certificates of Registration
with the correct information

Clear written communications of
position of examining attorneys

% Satisfied

87%

87%

82%

79%

78%

77%
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What Respondents Were Most Satisfied With (Cont.)

Survey
Item # % Satisfied
B25. Issue Official Gazettes with the
correct information 75%
C1AP2. Handling of issues related to goods/ 0
services during examination process 2%
B24. Issue Notices of Allowance with 0
correct information 73%
C10OE2. Fairness of examination 74%

Courtesy, use of phone in dealing with examination issues, and clear
written position of examining attorneys had the highest levels of
satisfaction.
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What Respondents Were Least Satisfied With

Survey
ltem # % Satisfied

Clla. Handling of delays 23%

B22. Classified paper copies to Trademark

Search Library within 11 days of filing 26%
B21. Unclassified paper copies to Trademark 0
Search Library within 3 days of filing 26%
B15. Respond to Request to Divide within 2704
30 days from mail room receipt 0
B18. Respond to Section 7 Requests within 270
30 days from mail room receipt 0
B20. Respond to Section 9 Requests within 28
30 days from mail room receipt 0
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What Respondents Were Least Satisfied With (Cont.)

Survey

ltem # % Satisfied

B7. Provide first action regarding .
registrability within 3 months 29%

B19. Respond to Section 8 Requests within 30 3194
days from mail room receipt 0

B28. Resolve problems in processing of 3204
applications or registrations within 7 days

B14. Respond to Amendments within 35 days 0
from mail room receipt 33%

B10. Mail filing receipts within 14 days
after receipt of application 33%

Respondents were least satisfied with PTO meeting several process
time standards.
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Most Dissatisfied
Questions




What Respondents Were Most Dissatisfied With

Survey

ltem # % Dissatisfied

B7. Provide first action regarding 530/
registrability within 3 months 0

B10. Mail filing receipts within 14 days 50%
after receipt of application 0

Clla. Handling of delays 42%

Cl1l1b. Handling of mistakes 40%

B28.  Resolve problems in processing of 38%
applications or registrations within 7 days

B23. Issue filing receipts with the correct

. . 36%
information
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What Respondents Were Most Dissatisfied With (Cont.)

Survey _ o

ltem # % Dissatisfied

B16. Respond to Statements of Use within 0
30 days from mail room receipt 34%

B19. Respond to Section 8 Requests within 349%
30 days from mail room receipt 0

C1AP6. Appropriateness of refusals made under .
15 USC § 1052(e) — Merely Descriptive, 33%
Surname, Geographic

B8. Pro_vide f_ir_lal dfetgrmination regarding 31%
registrability within 13 months

B17. Respond to Extension Requests within 31%
30 days from mail room receipt

Interestingly, in addition to certain timeliness items, handling of
problems and accuracy/timeliness of filing receipts also had high levels
of dissatisfaction.

T-25
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Absolute View of Results—In Summary

Most Satisfied
e Courtesy
o Useof phonein dealing with examination issues
o Outcome meeting applicant’s objectives
L east Satisfied
o All aspectsof problem resolution

o Classified/unclassified copies delivered to Trademark
Search Library

o Respondingto certain applicant requestsin atimely
manner

Most Dissatisfied
o First actions
o Mailingfiling receipts
e Problem resolution

T-26
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Comparison with
1998 Results




Major | mprovementsfrom 1998 (6% or more)

Ranked by % Change
Survey % Change in
Satisfaction
0, 0,
ltem # 0 % Sat 1999 0 % Sat 1998 from 1998
B13. Mail Notices of Abandonment within 45 42 +16*
days after abandonment 26
C10OE1. Outcome met your objective & +12*
67
C1OE2. Fairness of examination** “ +11*
63
B5. Respond to status letters within 30 days 47 Lo
of receipt 38
B3. Return phone calls within 1 business day 59 +8*
51
Cllc. Overall courteousness (in handling of 73 L7
problems) 66

* Percent change from 1998 to 1999 is statistically significant.
** 1998 question used the term “decision” instead of “examination.”
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Major | mprovementsfrom 1998 (6% or more)
Ranked by % Change (Cont.)

% Change in

Survey 0% Sat 1999 O % Sat 1998 Satisfaction
ltem # from 1998
60
C1SR3. Flexibility in trying to address your needs 53 +7*
35
C11lb. Handling of mistakes o8 +7*
69
C14. Overall satisfaction 63 +6*
. . 69
B2. Direct you promptly to the proper office or +6*
person 63
64
C1SR2. Prompt and helpful service 58 +6*
C1SC2. Genuinely committed to providing the best 03 +6*
possible service 7

* Percent change from 1998 to 1999 is statistically significant.
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Major | mprovementsfrom 1998 (6% or more)
Ranked by % Change (Cont.)

% Change in

Survey - - Satisfaction

ltem # 0% Sat 1999 O % Sat 1998 from 1998

B6. Disseminate info on changes in practices 61 L6
and procedures before effective date 55

B11. Mail Notices of Publication within 30 days 49 +6
after approval for publication 43

B7. Provide first action regarding registrability 29 6+
within 3 months 23

* Percent change from 1998 to 1999 is statistically significant.

The timely mailing of abandonment notices, fairness of the examination
process, and the timely response to status letters and phone calls had
the largest increases in satisfaction from 1998.
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Major | mprovements from 1998 — In Summary

e Thelargest improvementsfrom 1998 werein mailing
notices of abandonment within 45 days after
abandonment, outcome meeting customers' objective,
and fairness of the examination

e Somekey areasof customer service such asflexibility in
trying to address needs, returning phone callswithin one
business day, and directing calls promptly to the proper
office or person had statistically significant
Improvements

e Respondingto statusletters, handling of mistakes, and
providing first actionswithin 3 months, while still
having very low satisfaction levels, showed some
Improvement

e Therewerenodeclinesfrom 1998 to 1999
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Trends 1995 to 1996
(34 comparable items - differences in % satisfied)

12
11

10

#of tems 6

0
O ! ! 1

1-5% 6-10% >10% 0 1-5% 6-10% >10%
Declined Improved

There were more improvements than declines from 1995 to 1996.
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Trends 1996 to 1998

(34 comparable items - differences in % satisfied)

10 -

(0]
1

N

# of Items

N w BN 6) (o))
!

=
|

(@]

1-5% 6-10% >10% 0 1-5% 6-10% >10%
Declined Improved

There were slightly more improvements than declines from
1996 to 1998. This is consistent with 1995 to 1996 trends.
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Trends 1998 to 1999

(27 comparable items - differences in % satisfied)

14 -

12 12

12 A

10 -

# of Items

0 0] 0 0]
O T T T T

1-5% 6-10% >10% 0 1-5% 6-10% >10%
Declined Improved

All comparable items improved from 1998. 15 of the 27
comparable items improved by 6% or more.
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Major Changes from 1998 — In Summary

e Therewerenodeclinesin comparableitemsfrom
1998 to 1999

e Major improvementsfrom 1998 include:
+ Mailing Notices of Abandonment
¢ Outcome met customer’s objective

¢ Fairnessof examination

e Of the 27 comparableitems, 15 had improvements
In satisfaction over 5%
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What Did the Survey Measure?

A Summary of the Factor
Analysis Results*

* Appendix C provides a description of the analytic procedures.




The Six Factors

e Application and Examination
Process

e Customer Service
e Timeliness

e Problem Resolution
e Document Accuracy

e Changein Service
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Application and Examination Process

Survey ltem #

C1AP2. Handling of issuesrelated to goods/services during examination process
C1APA4. Sear ches performed under 15 USC § 1052(d) — Likelihood of Confusion

C1AP5.  Appropriateness of refusals made under 15 USC 8§ 1052(d) — Likelihood
of Confusion

C1AP6.  Appropriateness of refusals made under 15 USC 8§ 1052(e) —Merely
Descriptive, Surname, Geographic

C1AP7. Consistency of examination performed by examining attor ney
C1AP8.  Adequacy of explanation or reason for office action

C1APO. Sufficiency of evidence supporting office action
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Application and Examination Process (Cont.)

Survey ltem #

C10E1l. Outcomemet your objective
C10OE2. Fairnessof examination

C10OE3. Efficiency of examination process
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Customer Service

Survey ltem #
B1. Treat you with courtesy each time you contact us
B2. Direct you promptly to the proper office or person
B3. Return phone calls within one business day
B4. Clear written communications of position of examining attor neys
B29. Provide clear/accur ate answersto questionsthrough Trademark
Assistance Center

C1AP3.  Useof phone by employeesto deal with examination issues
C1SC1. Ability to provide accur ate answer s to questions

C1sC2. Genuinely committed to providing the best possible service
C1SR1. Assistance at a time convenient to you

C1SR2. Prompt and helpful service

C1SR3. Flexibility in trying to address your needs
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Timeliness

Survey ltem #

B5. Respond to status letterswithin 30 days of receipt

B6. Disseminate info on changesin practices and procedur es befor e effective date
B7. Providefirst action regarding registrability within 3 months

B8. Provide final determination regarding registrability within 13 months
BO. Mail applicant’sreturn postcard within 3 days

B10. Mail filing receipts within 14 days after receipt of application

B11. Mail Notices of Publication within 30 days after approval for publication
B12. Mail Certificates of Registration within 7 days after registration

B13. Mail Notices of Abandonment within 45 days after abandonment

B14. Respond to Amendmentswithin 35 days from mail room receipt

B15. Respond to Request to Divide within 30 days from mail room receipt

B16. Respond to Statementsof Use within 30 days from mail room receipt
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Timeliness (Cont.)

Survey ltem #

B17. Respond to Extension Requests within 30 days from mail room receipt

B18. Respond to Section 7 Requests within 30 days from mail room receipt

B19. Respond to Section 8 Requests within 30 days from mail room receipt

B20. Respond to Section 9 Requests within 30 days from mail room receipt

B21. Unclassified paper copiesto Trademark Search Library within 3 days of filing
B22. Classified paper copiesto Trademark Search Library within 11 days of filing

B28. Resolve problemsin processing of applicationsor registrationswithin 7 days

Additional Relevant Questions About First Office Action Timelinesst

C7. Areyou satisfied with the three month goal for first actions?

Cs8. If no, what goal would you recommend?

* These questions wer e not included in factor analysis because they do not specifically ask
about satisfaction.
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Problem Resolution*

Survey ltem #

Clla. Handling of delays
Cl1lb. Handling of mistakes
Cllc. Overall courteousness (in handling of problems)

Cl11id. Theway your problem or difficulty was handled

Additional Relevant Questions**

Co. Have you experienced any problemsor difficultieswith PTO services
over the past year?

C10. Was your problem resolved?

* Includes only customers who experienced a problem or difficulty over the past year.

** These questions wer e not included in factor analysis because they do not specifically ask
about satisfaction.
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Document Accuracy

Survey ltem #

B23. IssueFiling Receiptswith the correct information

B24. Issue Noticesof Allowance with the correct information

B25. [Issue Official Gazetteswith the correct information

B26. Issue Certificates of Registration with the correct information

B27. IssueNoticesof Abandonment with the correct information
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Changein Service

Survey ltem #

Cl3a. Overall service compared to previousfilings

C13b. Timelinesscompared to previousfilings

C13c. Outcome of the process compared to previousfilings
C13d. Staff competence compared to previousfilings

Cl13e. Staff responsiveness compared to previousfilings

C13f.  First Office Action pendency compared to previousfilings

C13g. Problem resolution compared to previousfilings
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How Wedll Did Trademark Do On Each Factor?

Average Percent Satisfied or Better*

Customer Service 70%

Document Accuracy 70%

Application and Examination
Process

61%

43%

Problem Resolution

Timeliness 41%

Change in Service** 31%

* For each respondent, average percent satisfied is calculated by summing the number
of items for which a person responded 4 (satisfied) or 5 (very satisfied) then dividing
by the total number of items answered and multiplying by 100. For the change in
service factor, a4 or 5 indicated a response of better or much better, respectively.

** Average percent better.

The Document Accuracy and Customer Service factors are the most positive
and the Problem Resolution and Timeliness factors are the least positive in
terms of satisfaction. The Change in Service factor averages 31% “better.”

T-46 USPTO 1999 Trademark Customer Satisfaction Survey




Review of Results
by the 6 Factors




Application and
Examination Process




Application and Examination Process
Ranked by % Satisfied

Survey % Change in
ltem # 0% Dissatisfied 0% Neutral 0% Satisfied | Sausfaction
from 1998
C1OE1. Outcome met your objective 5| 16 79 +12*
C1AP2. Handling of issues related to goods/ 10| 15 75 -
services during examination process
C1OE2. Fairness of examination*** 9| U7 74 11
C1AP8. Adequacy of explanation or reason 16 19 65 *k
for office action
C1AP4. Searches performed under 15 USC § 12 24 64 o
1052(d) - Likelihood of Confusion
C1AP9. Sufficiency of evidence supporting 2 1 55 -
office action
C10E3. Efficiency of examination process 24 22 54 >

*  Percent change from 1998 to 1999 is statistically significant.
** New question for 1999.
*** 1998 question used the term “decision” instead of “examination.”
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Application and Examination Process (Cont.)
Ranked by % Satisfied

Survey % Change in
ltem # Satisfaction
- from 1998
O % Dissatisfied 0 % Neutral 0% Satisfied
C1AP7. Consistency of examination *k
performed by examining attorney
26 24 50
C1APS5. Appropriateness of refusals made
under 15 USC § 1052(d) — . . ) >
Likelihood of Confusion

C1AP6. Appropriateness of refusals made
under 15 USC § 1052(e) — Merely 33 28 39 -
Descriptive, Surname, Geographic

** New question for 1999.

There are high levels of satisfaction with the fairness of the
examination, outcome meeting the customers’ objective, and handling
of issues related to goods/services during the examination process.
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Analyzing Consistency In
the Examination Process




Consistency of the Examination

Since only 50% are satisfied with examination consistency (C1AP7) and there
were numerous write-in comments about the lack of consistency by examining
attorneys in the examination process, data was analyzed to determine if
satisfaction with refusals is impacting perceptions about consistency and to
determine the impact of consistency on adequacy of the explanation/reason for
the office action and overall satisfaction.

% Satisfied

C1AP7. Consistency of
examination performed
by examining attorney

C1AP5. Appropriateness of refusals Satisfied 75%
made under 15 USC § 1052(d) — Dissatisfied 23%
Likelihood of Confusion

C1AP6. Appropriateness of refusals Satisfied 77%
made under 15 USC 8§ 1052(e) — Dissatisfied 22%
Merely Descriptive, Surname
Geographic

Satisfaction/dissatisfaction with the appropriateness of refusals substantially impacts
perceptions about consistency in the examination process. For example, of those
satisfied with the appropriateness of refusals under 1052(d), 75% are satisfied with
consistency. When dissatisfied, only 23% are satisfied with consistency.
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Consistency of the Examination (Cont.)

% Satisfied

ClAP7
Consistency of C1APS8 Cl4
examination performed Adequacy of explanation Overall
by examining attorney or reason for office action satisfaction
Satisfied 94% 87%
Neutral 49% 71%
Dissatisfied 28% 35%

Perceptions about the consistency of the examination have a substantial
impact on satisfaction with the adequacy of the explanation/reasons for the
office action and on overall satisfaction. For example, of those that are
satisfied with consistency, 94% are satisfied with the adequacy of
explanation. When dissatisfied with consistency, only 28% are satisfied

with the adequacy of explanation.
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Application and Examination Process —
ln Summary

e Customersarequite satisfied with the fairness of the examination and
believe the outcome met their objective. The handling of issuesrelated
to goods and services during the examination process also showed high
levels of satisfaction.

e About two-thirds of the respondents wer e also satisfied with searches
performed under Likelihood of Confusion and the adequacy of
explanation/reason for office action

e Only about one-half of the respondents ar e satisfied with the consistency
of the examination performed, the efficiency of the examination process,
and the sufficiency of evidence supporting office actions

e Theareaswith the highest levels of dissatisfaction were with the
appropriateness of refusals under 1052(d) and 1052(e)

e Perceptions about consistency are being strongly impacted by perceptions
about the appropriateness of refusals. In addition, perceptions about
consistency ar e substantially impacting per ceptions about adequacy of
reason for office action and overall satisfaction.
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Customer Service




Customer Service
Ranked by % Satisfied

Survey % Change in
ltem # O%Dissatisfied 0% Neutral @ % Satisfied | Satisfaction
- from 1998
B1. Treat you with courtesy each time 4l 9 87 +3

you contact us
C1AP3. Use of phone by employees to deal -

with examination issues 6|7 87
B4. Clear written communications of

position of examining attorneys 10| 13 7 +3
C1SC1. Ability to provide accurate

answers to questions . 17 2 +3
B2. Direct you promptly to the proper

office or person 14 17 69 +6*
C1SR1. Assistance at a time convenient

to you 13 20 67 +5

* Percent change from 1998 to 1999 is statistically significant.
** New question for 1999.
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Customer Service (Cont.)
Ranked by % Satisfied

Survey % Change in
ltem # O%Dissatisfied 0% Neutral @ % Satisfied | Satisfaction
from 1998

C1SR2. Prompt and helpful service 16 20 64 +6*
C1SC2. Genuinely committed to providing

the best possible service 14 23 63 +6*
C1SR3. Flexibility in trying to address your L7

needs 18 22 60 7
B3. Return phone calls within one

business day 25 16 59 +8*
B29. Provide clear/accurate answers to o

guestions through Trademark 18 21 95

Assistance Center

* Percent change from 1998 to 1999 is statistically significant.
** New question for 1999.

Courtesy and use of the phone to deal with examination issues are the

most positive, followed by clear written communications of the position
of examining attorneys.
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Customer Service—In Summary

e Six of thenineitems comparableto 1998 showed improvements of 5%
or more

e Courtesy of PTO staff to customer s continues to show high levels of
satisfaction

e Respondentsare also quite pleased with the examining attor neys
providing clear written communications, use of telephoneto deal with
examination issues, and the ability to provide accur ate answersto
guestions

e About two-thirdsof the respondents wer e also satisfied with directing
customer s promptly to the proper office or person, providing assistance
at atime convenient to the customer, providing prompt and helpful
service, and being genuinely committed to providing the best possible
service

e Returning phone callswithin one business day was the only area with
any notable level of dissatisfaction (25%), but this area improved by
8% over 1998. All other customer serviceitems had dissatisfaction
levels below 20%.
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Timeainess
Ranked by % Satisfied

Survey % Change in
ltem # 0% Dissatisfied 0% Neutral % Satisfied | Sausfaction
from 1998
B6. Disseminate info on changes in .
practices and procedures before 19 20 61 +6
effective date
B12. Mail Certificates of Registration within
7 days after registration e 2 52 +2
B11. Mail Notices of Publication within 30
days after approval for publication 24 21 49 +6
B9. g/lgg ;;;}sppllcant s return postcard within 20 91 19 .
B5. Respond to status letters within
30 days of receipt 24 29 a1 +9*
B13. Mail Notices of Abandonment within .
45 days after abandonment 19 39 42 +16
B8. Provide final determination regarding 31 97 42 +5
registrability within 13 months

* Percent change from 1998 to 1999 is statistically significant.

** New question for 1999.
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Timeliness (Cont.)
Ranked by % Satisfied

Survey % Change in
ltem # 0% Dissatisfied ~ D%Neutral ~ @% Satisfied | Satisfaction
from 1998
B17. Respond to Extension Requests within 31 29 A0 -
30 days from mail room receipt

B16. Respond to Statements of Use within

30 days from mail room receipt 34 29 31 **
B14. Respond to Amendments within 35 29 38 33 o
days from mail room receipt
B10. Mail filing receipts within 14 days
after receipt of application*** 50 17 33 +2
B28. Resolve problems in processing of
applications or registrations within 38 30 32 o
7 days
B19. Respond to Section 8 Requests within 3 3 *k
30 days from mail room receipt 4 35 1
B7.  Provide first action regarding *
registrability within 3 months 53 18 29 +6

*  Percent change from 1998 to 1999 is statistically significant.
** New question for 1999.
*** 1908 question indicated “correct” filing notices in the standard.
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Timeliness (Cont.)
Ranked by % Satisfied

Survey % Change in
ltem # 0% Dissatisfied ~ O%Neutral D% Satisfied | Sausfaction
from 1998
B20. Respond to Section 9 Requests within
30 days from mail room receipt 21 45 28 *
B18. Respond to Section 7 Requests within 15 58 97 o
30 days from mail room receipt
B15. Respond to Request to Divide within 20 53 27 o
30 days from mail room receipt
B22. Classified paper copies to Trademark 7 67 26 -
Search Library within 11 days of filing
B21. Unclassified paper copies to 8 66 26 *k
Trademark Search Library within 3
days of filing

** New question for 1999.

With the exception of disseminating information on changes in practices
and mailing Certificates of Registration, all items show satisfaction levels
below 50%. Providing first action within 3 months and mailing filing
receipts within 14 days showed dissatisfaction levels of 50% or more.
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Don’t Know or Not Applicable Responses
In Timeliness Questions

e |t should benoted that the following timelinessitems had 25% or more of the
respondentsindicating “Don’t know or not applicable.”

[tem % Don’t Know or N/A

B22. Classified paper copiesto Trademark Search
Library within 11 days of filing 39%

B21. Unclassified paper copiesto Trademark Search
Library within 3 days of filing 37%

B18. Respond to Section 7 Requests within 30 days
from mail room receipt 34%

B15. Respond to Request to Divide within 30 days
from mail room receipt 31%

B20. Respond to Section 9 Requests within 30 days
from mail room receipt 28%

e Except for B20 (Section 9 Requests), the high level of Don’t know or N/A is
probably dueto either not checking thelibrary or not using the particular
request. The Section 9 Request (B20) dealswith renewal at the end of the 10th
year.
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Timeainess




First Office Action Timeliness

C7. Areyou satisfied with thethree month goal for first actions?

Yes 85%
No 15%

C8. If no, what goal would you recommend:

¢ 69% of therespondentswho said “No” in C7 stated that they are
satisfied with the 3 month goal, but that the Trademark office
should just meet it

¢ 31% of therespondentswho said “No” in C7 recommended
another goal. The other goals suggested were:

Goal %
1 month 29%
2 months 41%
5 months 18%
6 months 12%

The majority of respondents are satisfied with the three month goal, but
they would like it to be met.
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Timeliness—In Summary

e Whileall comparabletimelinessitems showed some improvement from
1998 levels, all items (except two) showed satisfaction levels below 50%.
Only disseminating infor mation on changesin practices and mailing
Certificates of Registration had satisfaction levels above 50%.

e Theitemswith the highest levels of dissatisfaction include providing fir st
actionswithin 3 months, mailing filing receipts within 14 days, and
resolving processing problemswithin 7 days

e Responding to status letterswithin 30 days and mailing Notices of
Abandonment within 45 days had the largest improvementsin
satisfaction over 1998 levels

e Other itemswith levels of dissatisfaction over 30% include respondingto
Statements of Use, Extension Requests and Section 8 Requests within 30
days, and providing final determination regarding registrability within
13 months

e Respondentswould like the three month goal for first office actionsto be
met. If met, it issatisfactory for their needs.
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Problem Resolution
Ranked by % Satisfied

Survey
ltem # % Change in
O % Dissatisfied 0% Neutral @ % Satisfied | Satisfaction
For those that had a problem... from 1998
Cli1c. Overall courteousness 7%
; . 8 19 73
(in handling of problems)

Cl11d. The way your problem or

difficulty was handled 31 31 38 4
C11b. Handling of mistakes 40 25 35 +7*
Clla. Handling of delays 42 35 23 +4

T-68

* Percent change from 1998 to 1999 is statistically significant.

Except for courtesy in handling problems, all aspects of problem
resolution show low levels of satisfaction.
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| mpact of Problem Handling on Overall Satisfaction

C9. Have you experienced
a problem over the

past year? C10. Was problem resolved? C14. Overall Satisfaction
% Satisfied

No, I did not
experience a

problem > 87%

42%
Yes, but did not

contact PTO > 21%

7%

Yes, and Yes, and handled quickly (32%) e 79%
contacted PTO 4< Yes, but not handled quickly (41%) e———— 49%
51% No, problem not resolved (27%) —_—) 45%

It is important to handle customer problems quickly. Not handling a problem quickly has
about the same impact as the problem not being resolved. Those that had a problem,
contacted the PTO about it, and had it handled quickly, had an overall satisfaction rating of
79%. Compare that to those who had a problem, contacted the PTO about it, and did not have
it handled quickly (49%) or those who did not get their problem resolved at all (45%).
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From the Timeliness Section:
Time Standard on Resolving Problems

0 % Dissatisfied 0O % Neutral O % Satisfied

B28. Resolve_ problems in 28 30 32
processing of applications
or registrations within 7
days

This low level of satisfaction is not surprising given that only 32% of
those that reported their problem(s) believed it was handled quickly.
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Time to Resolve Problem | mpacts Perceptions
About Overall Problem Handling

Of those who had a problem... C11. Handling of Problems
(@) Handling (b) Handling (d) The Way Problem
C10. Was Problem of Delays of Mistakes Was Handled
Resolved? (% Sat) (% Sat) (% Sat)
Yes, and handled quickly 44% 63% 78%
Yes, but not handled quickly 12% 27% 31%
No, problem not resolved 18% 20% 8%

Handling problems quickly has a strong impact on perceptions about
overall problem handling.
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| mpact of Handling of Problems on Customer Service

% Satisfied

C1SC2

f th ho h lem... :
Of those who had a problem Genuinely C1SR3
Committed C1SR2 Flexibility
Clld. Satisfaction with to Providing Prompt and in Trying to
Handling of Problem Best Service Helpful Service  Address Needs
Satisfied 70% 71% 7%
Neutral 41% 43% 31%
Dissatisfied 32% 30% 21%

Handling of problems impacts perceptions about customer service. For
example, of those who are satisfied with problem handling, 70% are
satisfied with the PTO being genuinely committed to providing the best

service.
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Problems/Difficultieswith PTO Services Over Past Year

by Affiliation
C9(1) C9(2) C9(3)
Yes, and Yes, but did No, did not
contacted not contact experience
Affiliation someone someone problem
Large Business 47% 12% 41%
Small Business 22% 6% 72%
Law Firm 57% 6% 37%
Individual Applicant 25% 17% 58%
Other 33% 17% 50%

* Demographics accounting for less than 1% not shown.

Most of the problems encountered are by law firms, large businesses,
and federal agencies. For example, just over 60% of law firms
encountered problems compared to about 40% of individual applicants.
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Problem Resolution — In Summary

e Thearea of problem resolution, while showing some improvement
over 1998, continuesto be a major opportunity for improvement,
with dissatisfaction levels over 30% for 3 of the 4 items

e Closeto 60% of therespondents experienced problemsor difficulties
with PTO servicesover the past year (the same level as 1998). Only
7% that had a problem did not contact PTO about it.

e Over one-quarter of thosethat report problemsbelieveit was not
resolved

e Handling a problem quickly hasa major positive impact on
per ceptions about the way the problem was handled (C11a,b,d) and
overall satisfaction (C14). Thereisa substantial drop-off in
satisfaction levelswhen it is not handled quickly

+ |t should be noted that only 32% wer e satisfied that their problems
wer e being resolved within 7 days of notification (B28)
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Problem Resolution — In Summary (Cont.)

e Theway the problem ishandled also has a major impact on
per ceptions about customer service (genuinely committed to service,
prompt and helpful service, and flexibility in trying to address needs)

For example, when customers ar e satisfied with the handling of their
problem, 77% are satisfied that PTO isflexiblein trying to address
needs. Thisiscompared toonly 21% when customers are dissatisfied
with the handling of their problem.
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What are the Most Freguent
Problems that Customers
Encounter?

(Write-In Comments)




~ =l QC12. What are your most frequently encountered problems?

T-77

Respondents were asked to writein their most frequently encountered problems.
These responses wer e coded into the following categories.

Percent in
Problem Area Category Category*
Lost or Misplaced Files, Papers, or Documents 27%
Filing Receipt Errors 26%
Outcome/ Decision 26%
Process Delays (e.g., first office action) 21%
Misc. Administrative Problems (typos, mailroom,
failing to make corrections) 17%
Customer Service Problems 13%
Certificate of Registration Problems 10%
| mproper Abandonment 6%
Deposit Account Mistakes 3%
Not Applicable (i.e., irrelevant to question or wrote “no comment.”) 1%

* Percentswill not add up to 100% since comments wer e often placed in mor e than one category.
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Question C12 — Selected Verbatim Comments

e “Inability toreach PTO personnel by phone. 75% reach arecording. Of those,
maybe onethird arereturned. In discussionswith live persons, a good 15% can’t
or won't help.”

e “Longdelay inissuance of first office action. Long delay in getting new
applicationson-linefor searches.”

e “Filingreceipt errors; errorsin examiners amendments; lost files.”
e “Still waiting for official trademark after 2 years.”

e “Trademark registration certificate never received (2 different ones) PTO
refused to resend new certificates at no cost.”

e “(1) Lostfiles. (2) Officeactions mailed to incorrect addresses. (3) Abandoned
apps. without cause.”

e “Lost paperwork, followed by finger-pointing among groups and attemptsto find
any possible excuseto shift the blameto the applicant, so asto gloss over the fact
that the paperwork waslost. Inability of the PTO to ever admit it made a
mistake in thefirst place.”

e “Rgectionsfor descriptiveness when examiners have not given full consideration
to possible non-descriptive aspects of mark.”
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Question C12 — Selected Verbatim Comments (Cont.)

e “Therearenumerouserrorsin filing receipts; many documents have been lost at
the TTAB; the Examining Attorneys are so slow in reviewing specimens of use
that thereisno timeto seek a further extension of timeif needed.”

e “Abandonment of application dueto PTO’sinternal mistake, e.g., mail loss.”

e “Delaysin assigning an application to an examining attorney. Should it take
between 6 months and a year or more?”

e “Inconsistent directions/policy re: computer and internet description of
goods/services and samples of use. New examiner’slack basic under standing of
trademark law and statutory basesfor refusal of registration. Misuse of evidence
by Examiners.”

e “Theentireprocesstakestoolong because PTO does not meet timeline goals.
Wait on hold for the Trademark Assistance Center for more than 35 min. each
call. Filingreceiptsarerarely accurate. Staff (not examining attor neys) have
never returned one of my phone calls. Encountered rudeness from one staff
person and total inaction from several others.”
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The Most Frequent Problems that Customers
Encounter —In Summary

The most frequent problems encountered by
respondents wer e

e Errorsinfilingrecepts
o Lost/misplaced files, papers, drawings

e Basisfor rgection/consistency of office
action refusals

e Delaysin the process
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Document Accuracy




Document Accuracy
Ranked by % Satisfied

Survey % Change in
ltem # 0% Dissatisfied ~ O%Neutral D% Satisfied | Sausfaction
from 1998
B26. Issue Certificates of Registration
with the correct information 12 1 10 18 *
B25. Issue Official Gazettes with the 6 19 75 *
correct information
B24. Issue Notices of Allowance with 10 15 75 *
the correct information
B27. Issue Notices of Abandonment 7 20 73 *
with the correct information
B23. Issue Filing Receipts with the 36 14 50 *
correct information

* New question for 1999.

With the exception of filing receipts, there are high levels of satisfaction
with document accuracy.
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Document Accuracy — Iln Summary

e About three-quarters of the respondents are satisfied with
Infor mation being correct on Notices of Allowance, Official
Gazettes, Certificates of Registration, and Notices of
Abandonment

e Thereisahigh level of dissatisfaction (36% ) with the
accur acy of information on filing receipts. Based on write-in
comments and thislevel of dissatisfaction, the accuracy of
filing receiptsisa problem area.
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Changein Service
Ranked by % Satisfied

Survey % Change

I # Better

tei O % Worse O % Same O % Better from 1998

C13e. Staff responsiveness compared 8 53 39 +10*
to previous filings

C13b. Timeliness compared to previous 16 47 37 115+
filings

C13a. Overall service compared to 3 59 33 +5
previous filings

C13d. Staff competence compared to 13 56 31 +6*
previous filings

C13f. First Office Action pendency 21 51 28 .
compared to previous filings

C13g. Problem resolution compared to 8 68 24 .
previous filings

C13c. Outcome of the process 7 70 23 +11*
compared to previous filings

* Percent change from 1998 to 1999 is statistically significant.
** New question in 1999.

Over one-third of respondents believe timeliness and staff responsiveness have
improved compared to previous filings. Results show substantial improvement in
timeliness, outcome, and staff responsiveness compared to 1998 levels.
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How Do Changesin Most
Recent Experience Compare
with Results from 19987




Changein Overall Service

Comparison with Overall Satisfaction

Overall Service

— % Worse ~ % Same T % Better
Cl13a. Compared to previous
filings, rate your most 8l 5o T ‘
recent experience in o _'L _____ J'

terms of Overall Service

Change in % satisfied
from 1998 to 1999

C1l4. Overall Satisfaction +6*

* Percent change from 1998 to 1999 is statistically significant.

I Both indicators show that overall service is improving. Survey results I
I'show that overall satisfaction significantly improved by 6% from 1998.
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Changein Timeliness
Comparison with Timeliness Questions

Timeliness
. 0% Worse 0% Same 0 % Better
C13b. Compared to previous ° ° °
filings, rate your most
recent experience in 16 47 37

terms of Timeliness

Change in % satisfied
from 1998 to 1999

B8. Provide final determination
regarding registrability
within 13 months +5

* Percent change from 1998 to 1999 is statistically significant.

I ' While timeliness remains a problem, indicators show improvement in !
: terms of both the most recent experience and from 1998. '
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Change in Outcome of the Process
Comparison with Outcome Questions

Qutcome of the Process

C13c. Compared to previous 0% Worse  O% Same 0% Better
filings, rate your most
recent experience in 7 70 23
terms of Outcome of the
Process

Change in % satisfied
from 1998 to 1998

C10OE1. Outcome met your objective +12*

C10OE2. Fairness of examination** +11*

* Percent change from 1998 to 1999 is statistically significant.
** 1998 question used the term “decision” instead of “examination.”

I Results show significant improvement in outcome of the process |
I compared to 1998. Interestingly, over two-thirds believe process '
I outcome is about the same compared to previous filings. :
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Change in Staff Competence
Comparison with Staff Competence Questions

Staff Competence

C13d. Compared to previous 0% Worse 0% Same O % Better
filings, rate your most
recent experience in
terms of Staff Competence

Change in % satisfied
from 1998 to 1999

C1SC1. Ability to provide accurate
answers to questions +3

C1SC2. Genuinely committed to
providing the best possible
service +6*

* Percent change from 1998 to 1999 is statistically significant.
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Change in Staff Responsiveness
Comparison with Staff Responsiveness Questions

Staff Responsiveness

Cl13e. Compared to previous 0% Worse 0% Same 0% Better
filings, rate your most
recent experience in terms 8 53 39

of Staff Responsiveness

Change in % satisfied
from 1998 to 1999

C1SR1. Assistance at a time

convenient to you +5
C1SR2. Prompt and helpful service +6*
C1SR3. Flexibility in trying to address .

your needs +7

* Percent change from 1998 to 1999 is statistically significant.

: Overall staff responsiveness has improved based on most recent I
| experience, and compared to 1998 levels. Flexibility and prompt service |
| have improved significantly.
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Changein First Office Action Pendency
Comparison with First Office Action Pendency Questions

First Office Action Pendency

C13f. Compared to previous 0% Worse 0% Same 0% Better
filings, rate your most
recent experience in 21 51 28
terms of First Office Action
Pendency

Change in % satisfied
from 1998 to 1999

B7. Provide first action regarding
registrability within 3 months +6*

* Percent change from 1998 to 1999 is statistically significant.

' While the timeliness of first office actions show some improvement, I
Ievels of satisfaction are quite low. Note that over 20% believe first office |
| action pendency is worse now compared to previous filings.
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Changein Problem Resolution
Comparison with Problem Resolution Questions

Problem Resolution

C13g. Compared to previous

" O % Worse 0% Same O % Better
filings, rate your most recent

experience in terms of 8 68 24
Problem Resolution

Change in % satisfied
from 1998 to 1999

Clla. Handling of delays +4
Cl11lb.  Handling of mistakes +7*

C1lld. The way your problem or
difficulty was handled +4

* Percent change from 1998 to 1999 is statistically significant.

_____________________________________ |
I'While there is some improvement, levels of satisfaction for these problem |

! resolution items are very low. About two-thirds believe problem I
| resolution is about the same now compared to previous filings.
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Changeln Service—In Summary

e About one-third or more of therespondents believe that overall
service, timeliness, staff competence, and staff responsiveness are
better now compared to previousfilings. Thisissupported by the
comparison of survey items covering these topics with 1998 results.
However, it should be noted that satisfaction in meeting the 13
month pendency goal is quite low.

e Over two-thirds of the respondents believe that process outcome
and problem resolution is about the same compared to previous
filings. However, satisfaction with problem resolution is quite low.

e Over 20% believefirst office action pendency iswor se now
compared to previousfilings. Thisisthe highest level for any of the
“change’ items. Thisisalso supported by the low level of
satisfaction on providing first actions within 3 months of filing.

e Over two-thirdsof therespondents believe that satisfaction with the
outcome of the processis about the same. However, satisfaction
levels with fair ness and outcome meeting your objectives improved
by morethan 10% over 1998 levels.
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Questions Pertaining to the
Overall Trademark Process

(Overall Questions)




Overall Questions

Survey
ltem #

Cl4 Overall satisfaction
C1P1 PTO feesfor trademark applications

C1P2 Good valuefor PTO feespaid for application
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Overall Question - Overall Satisfaction

Cl14. Considering all of your experiences with the PTO
trademark process, how satisfied are you OVERALL?

% Change
from 1998
01999 01998 01996 ‘0 1999
Satisfied (%) 69 63 65 +6*
Neutral (%) 17 20 18 3
Dissatisfied (%) 14 17 17 3

* Percent change from 1998 to 1999 is statistically significant.

Overall satisfaction increased significantly (6%) and dissatisfaction
declined by 3% compared to 1998.
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Overall Questions - Price and Value

T
C1P1. PTO fees for trademark applications % Change
01999 01998  ©1996 from 1998
to 1999
Satisfied (%) 60 56 45 +4
Neutral (%) 31 32 38 1
Dissatisfied (%) ) 12 17 3
: T
C1P2. Good valge_fo_r BTE)ieEs_pa_ud_fo_r Ethcatlon % Change
' £1999 1998 | from 1998
L. _ - _ _ __ 7 _ 4 to 1999
Satisfied (%) | 62 I se +3
Neutral (%) _ _ _ _28_ _ _ |___ 2 __ | 1
Dissatisfied(®) , 10 I 12 2

**This question was not asked in 1996.

*|n 1999, the term “fees” was used instead of “costs.”

I There was a slight increase in satisfaction with fees and value for the fees I
I paid compared to 1998 levels. I
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Overall Questions—In Summary

e Overall satisfaction improved by 6% compared to 1998
and it isnow closeto 70%. Given thelevel of satisfaction
and the low level of dissatisfaction, theresults are quite
favorable.

e Satisfaction with fees paid and value for the amount of
fees paid isabout 60% . Therewasa dlight improvement
over 1998 levels.

e Therearepositivetrendsin overall questions. Focus
should continue on those respondentsin the neutral
category.
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Do Outcomes of the Process
| mpact Perceptions About Value
and Overall Satisfaction?

(Comparing Total Respondents
with Individual Applicants)

OOOOO



Relationships Between Process Outcomes,
Value, and Overall Satisfaction

Since individual applicants pay for fees out-of-pocket, aretheir perceptions about
outcomes and value different than the total sample overall (consisting mostly of law
firms)?

% Satisfied
C1P2 Cl4
Good valuefor PTO Overall

For Respondents Satisfied with: fees paid for application Satisfaction
C10OE1 Outcome met your objectives

Total 79% 69% 81%

Individual Applicant 83% 80% 90%
C10E2 Fairnessof examination

Total 74% 70% 83%

Individual Applicant 75% 89% 89%
C10OE3 Efficiency of examination process

Total 54% 73% 90%

Individual Applicant 67/% 75% 100%
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Relationships Between Process Outcomes,
Value, and Overall Satisfaction (Cont.)

Since individual applicants pay for fees out-of-pocket, aretheir perceptions about
outcomes and value different than the total sample overall (consisting mostly of law
firms)?

% Satisfied
C1P2 Cl4
Good valuefor PTO Overall

For Respondents Dissatisfied with: fees paid for application Satisfaction
C10OE1 Outcome met your objectives

Total 5% 30% 10%

I ndividual Applicant 17% 50% 0%
C10E2 Fairnessof thefinal decision

Total 9% 37% 11%

Individual Applicant 17% 50% 0%

C1OE3 Efficiency of examination process

Total 24% 43% 33%
I ndividual Applicant 0%

When they are either satisfied or dissatisfied with the outcome and
fairness of the final decision, individual applicants are substantially more
favorable about value for the fees paid than the total population.
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How Do the
Six Factors Relate
to the Overall Questions?




Ranking of How Factors Relate to Overall Questions

Overall Questions*

C3P2 C3P1
Cl4 Good value for PTO fees paid
Overall PTO fees paid for trademark
Factor Satisfaction for application applications
Document Accuracy 6 6 3
Customer Service 1** 5 6
Timeliness 5 3 )
Change in Service 3** 4 4
Application and Examination
Process 2% 1** 1**
Problem Resolution 4 2 2
R2 *x% 480 105 .058

*  Numbers in table indicate rankings, with 1 being the most important predictor and 5 being the least
important predictor of the outcome measure.

** - Statistically significant.

** RZ2js an estimate of the proportion of the variance in each overall question accounted for by the
factors. As an example: .480 or 48.0% of the variance in overall satisfaction is accounted for by the
factors. (An R2value less than .30 indicates the factors, as a group, have low explanatory power.
They do not do a very good job of predicting that question).
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| mpact of the Six Factors
on Overall Questions—In Summary

e Thesix factors, asagroup, are good predictors of overall
satisfaction. They have an impact on overall satisfaction and
help to explain differencesin overall satisfaction levels.

e TheCustomer Service, Application and Examination Process,
and Changein Servicefactorsareall significant predictor s of
overall satisfaction

e Thesx factors, asa group, have minimal impact on per ceptions
about value and fees paid. However, the Application and
Examination Process factor has a significant impact on
per ceptions about fees paid and value. That is, thisfactor helps
to explain differencesin perceptions about fees paid and value.
For example, the more satisfied customers are with the fairness
of the outcome, the mor e satisfied they are with fees paid and
value.
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Key Drivers;

Questions That Have the
Greatest | mpact on Overall
Satisfaction




Key Driver Analysis

In order to assurethat thekey driversare properly
Identified and prioritized, two key driver analyses
wer e perfor med:

e Identification of key drivers separately for Service
Standar ds (section B questions) and Trademark Process
items (section C questions). Thisanalysisis comparable
tothe 1998 key driver analysis.

e Identification of key driversbased on those respondents
who stated they had a problem thispast year. The
purpose of thisseparate analysisisto seeif any of the
problem resolution itemsare key driversto overall
satisfaction. Thefirst analysisdid not includeitems on
problem resolution.
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| dentification of Key Drivers
Separately for Service Standards
and Trademark Process | tems

TTTTT



Key Drivers of Overall Satisfaction —

Separately by Service Standards and Trademark Process
(Ranked by Level of | mpact)

Service Standards % Satisfied | Trademark Process % Satisfied
B3. Return phone calls within C1OE2. Fairness of
1 business day 59% examination 74%

B8. Provide final determination

regarding registrability CIOES. Efficiency of

examination process 54%

within 13 months 42%
B4. Clear written communications C1SR3. Flexibility in trying
of position of examining attorneys 77% to address your
0
B10. Mail filing receipts within needs 60%
14 days after receipt of . .
application 330 C1AP2. Handling of issues
related to goods/
B1. Treat you with courtesy services during
each time you contact us 87% examination process 75%
B25. Issue Official Gazettes with
the correct information 75% C1SR2. Prompt and helpful
service 64%
B28. Resolve any problems in
processing of applications or 32% C1AP6. Appropriateness of
registrations w/in 7 days refusals made under

15 USC § 1052(e) -
Merely Descriptive,
40% Surname, Geographic  39%

B17. Respond to Extension Requests
within 30 days from mail room
receipt

Timeliness of the process, specific aspects of customer service, and
examination quality represent the priority areas.
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Comparison of 1999 Key Driversto 1998 Key Drivers
Service Standards

1998 1999
1998 Key Drivers 1999 Comparison New This Year
B1l. Treat you with courtesy B1. Key Driver B25. Issue Official Gazettes
with the correct
B4. Clear written B4. Key Driver information

communications of

position of examining attys. B28. Resolve problems in
processing of
applications or
registrations within

7 days

B2. Direct you promptly to B2. Not a Key Driver
proper office or person

B3. Return calls within one B3. Key Driver
business day B17. Respond to Extension

Requests within 30

B13. Determine registrability B8. Key Driver days of mail room
of trademarks within receipt
13 months

B8. Mail correct filing B10. Key Driver

notices within 14 days
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Comparison of 1999 Key Driversto 1998 Key Drivers (Cont.)
Trademark Process

1998 1999
|

1998 Key Drivers 1999 Comparison New This Year
C3AP2. Effort needed to -- Not asked on C1OE2. Fairness of

prepare required 1999 survey examination

information

C1OE3. Efficiency of

C3SC1. Ability to provide C1SC1. Not a Key Driver examination process

accurate answers
C1AP2. Handling of issues

C3DP2. Quality of status -- Not asked on related to goods/
information provided 1999 survey services during
examination process
C3DP3. Quality of feedback -- Not asked on
provided 1999 survey C1SR2. Prompt and helpful

service
C3SC4. Genuinely committed C1SC2. Not a Key Driver
to providing best
possible service

C1AP6. Appropriateness of
refusals made under
15 USC § 1052(e) —

C3SR3. Flexibility in trying C1SR3. Key Driver Merely Descriptive,
to address your needs Surname, Geographic
C3AP4. Length of application -- Not asked on
process 1999 survey
C3T2. Issuance of product -- Not asked on
in timely manner 1999 survey
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Key Drivers— Separately for Service Standards and Patent Process | tems
| mpact Level vs. % Satisfied

e Bl. Courtesy e B4. Clear Position of

B25. Correct Official Gazettes Examining Attorneys
e AP2. Goods/Service Issues e OE2. Fairness of Examination
60% | * SR2. Prompt Service e SR3. Flexibility
0 e B3. Return Calls Within 1 Day

e OE3. Efficiency
50%

e BS. Final Determination —
409% | » B17. Extension Requests — 30 days 13 Months

e AP6. 15USC § 1052(e) Refusals

% Satisfied

e B10. Filing Receipts — 14 days
e B28. Resolving Problems — 7 days

» Higher
Impact Level

Priorities are providing a final determination within 13 months, mailing
filing receipts within 14 days, responding to Extension Requests within 30
days, appropriateness of refusals under USC § 1052(e), and resolving
problems within 7 days.
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Example: Impact of Timeliness Items on Overall
Satisfaction and Customer Service

B3.

B8:

Return phone calls within Satisfied
one business day Dissatisfied
Provide final determination Satisfied
regarding registrability Dissatisfied

within 13 months

B28. Resolve problems in processing Satisfied

of applications or registrations Dissatisfied
within 7 days

% Satisfied

C14.
Overall
satisfaction

C1ScC2.
Genuinely
committed to best
possible service

80%
30%

85%
36%

89%
38%

80%
34%

80%
41%

87%
33%

Satisfaction with timeliness key drivers substantially impacts customer
perceptions on overall satisfaction and satisfaction with service

commitment.
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Example: Impact of Examination Process on Overall
Satisfaction and Customer Service

% Satisfied

Cl1ScC2.
C14. Genuinely
Overall committed to best

satisfaction possible service

C1AP6. Appropriateness of refusals Satisfied 82% 76%
made under 15 USC § 1052(e) — Dissatisfied 44% 44%
Merely Descriptive,
Surname, Geographic

C1SR2: Prompt and helpful service Satisfied 85% 84%
Dissatisfied 27% 16%

C1SR3. Flexibility in trying to Satisfied 88% 85%
address your needs Dissatisfied 31% 16%

B4. Clear written communications Satisfied 78% 74%
of position of examining attys. Dissatisfied 16% 21%

C1OE3. Efficiency of examination Satisfied 90% 82%
process Dissatisfied 33% 27%

Satisfaction with process efficiency and responsive customer service
greatly impacts overall satisfaction and satisfaction with customer
service commitment.
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Key Drivers by Service Standards and Trademark
Process—In Summary

e KeyDriversfor the Service Standards:

Returning help line calls, providing a final deter mination within 13
months, set forth clear position of examining attor neys, mailing filing
receiptswithin 14 days, treating customer s with courtesy, issuing
Official Gazettes with the correct information, resolving problems
within 7 days, and responding to Extension Requests within 30 days

e KeyDriversfor the Trademark Process.

Fairness of examination, efficiency of the examination process,
flexibility in addressing customer needs, prompt and helpful service,
manner in which issuesrelated to goods and services are handled, and
appropriateness of refusals under USC § 1052(e)

e Satisfaction with key drivers substantially impacts per ceptions
about overall satisfaction and service quality
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Key Drivers by Service Standards and Trademark
Process—In Summary (Cont.)

e Thosekey driversthat are below the 50% satisfied level include
providing final determination within 13 months, mailing filing
receiptswithin 14 days, resolving problemswithin 7 days,
responding to Extension Requests within 30 days, and
appropriateness of refusalsunder USC § 1052(e)

e Efficiency of the examination processisjust above the 50%
satisfied level and should also be given attention. To better
understand what itemsrelateto thiskey driver, seethe section
on Creating a Composite Rating presented in thisreport.
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Key Drivers (Including Problem
Resolution |tems) Separately for
Standards and Process

11111



T-118

Key Drivers of Overall Satisfaction —
| ncluding Problem Resolution Items
Separately by Service Standards and Trademark Process

In order to deter mine whether problem resolution items
(excluding the time standard item on resolving problems) were
key driversto overall satisfaction, a separate key driver analysis
was done on those respondents that had a problem(s) during the
past year

Theresults show that both C1la — handling of delays and
C11b —handling of mistakesare key drivers. Therefore,
problem resolution significantly impacts per ceptions about
overall satisfaction. Given that satisfaction levelsfor Cllaand
C1llb are 23% and 35%, respectively, thisisan important
opportunity for improvement. Also notethat satisfaction with
resolving problemswithin 7 days (B28) was only 32%.
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Creating a Composite Rating
to Better Understand a Key Driver




Creating a Composite Rating

Thereisonekey driver which isbroad in scope:

C10OE3. Efficiency of the examination process

To better understand what survey participants
mean when they respond to this broad key
driver question, we identified those items that
arestrongly related to the question.
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C1OE3. Efficiency of the Examination Process

Those items that have the greatest relationship with perceptions about
efficiency of the trademark examination process are (in order of relationship):

C1AP9. Sufficiency of evidence supporting office action

C1OE2. Fairness of examination

C10OE1l. Outcome met your objective

C1AP7. Consistency of examination performed by examining attorney

C1SC2. Genuinely committed to providing the best possible service

B8. Provide final determination regarding registrability within 13 months

B28. Resolve problems in processing of applications or registrations within
7 days

B7. Provide first action regarding registrability within 3 months

C1AP8. Adequacy of explanation or reason for office action

Examination quality, timeliness, and overall service quality help define
efficiency of the examination process.
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Creating a Composite Rating

Composite Rating for Process Efficiency
(B7, B8, B28, C1AP7, C1AP8, C1AP9, C10E1, C10E2, C1SC2)

O % Dissatisfied 0O% Neutral 0O% Satisfied

21 21 59
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Creating a Composite Rating — In Summary

e It appearsthat efficiency of the examination processis
strongly related to items on examination quality,
fairness of the decision, timeliness of the process, and

overall service quality

e TheTrademark Office should consider using this
compositerating to track customer-focused
perfor mance of the trademark examination process
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Demographic Differences




Overall Satisfaction — Differences by Demographics*
(Ranked by % Satisfied)

Overall Satisfaction

Al. Affiliation O % Dissatisfied 0% Neutral O % Satisfied
Small business (n=52) 8| 15 77
Individual applicant (n=12) 25 75
Law firm (n=310) 15 17 68
Large business (n=49) 16 19 65

A2. Frequency of Contact

Occasionally (n=91) 4 13 83
Never (n=11) 18 82
Only once (n=17) 6| 12 82
Often (n=274) 18 18 64
Rarely (n=27) 15 29 63

* Demographics accounting for less than 2% are not shown.
** N’'s are for 1999 survey results.
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Overall Satisfaction — Differences by Demographics* (Cont.)
(Ranked by % Satisfied)

Overall Satisfaction

A3. Relationship with PTO O % Dissatisfied 0% Neutral O % Satisfied
A one-time customer (n=18)** 6| 11 83
An occasional customer (n=62) 6 18 76
A frequent, but not continuous customer (n=33) |[6| 18 76
A continuous customer (n=305) 17 17 66

* Demographics accounting for less than 2% are not shown.
** N’'s are for 1999 survey results.
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Freguency of Contact During the Year, by Affiliation

Ranked by Most Frequent Contact (A2)

% % % % %
Affiliation (A1) Often Occasionally Rarely Only Once Never
Law Firm 76 18 3 2 1
Large Business 62 24 8 4 2
Individual Applicant 17 33 25 8 17
Small Business 11 40 17 17 15

* Demographics accounting for less than 2% of respondents are not shown.

Law firms and large businesses have, by far, the most frequent contact.
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Demographic Differencesin Overall
Satisfaction —In Summary

e Oveall satisfaction ratings are about the same for small
businesses and individual applicants (about three-quarters
satisfied). Overall satisfaction ratings are dightly lower for law
firmsand lar ge businesses (about two-thirds satisfied).

e Thecontinuous customers (mostly law firms) have lower levels
of satisfaction than frequent, occasional, and one-time
customers.

e Those customersthat contact the office often (law firmsand
lar ge businesses) have lower levels of satisfaction than those
with infrequent contact

e Levelsof dissatisfaction are extremely low across all
demographic groups

e Thisprofileisabout thesameasin 1998
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Demographic Differences by the 6 Factors

o Average
Average % Satisfied 9% Better
Application
and
Examination Customer Document Problem Change
Overall Trademark Data* Process Service Timeliness Accuracy Resolution in Service
Al. Affiliation
Large business 56 68 34 77 43 32
Small business 68 79 61 85 33 32
Law firm 60 69 39 68 44 31
Individual applicant 71 79 76 100 53 35
A2. Frequency of Contact
Never 74 79 83 100 - 81
Only once 66 80 41 70 38 31
Rarely 65 73 54 76 42 29
Occasionally 70 75 54 83 46 38
Often 57 66 35 66 42 28

* Demographics accounting for less than 2% are not shown.

** Numbers in bold represent the highest % satisfaction or highest % better for the factor.
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Demographic Differences by the 6 Factors (Cont.)

o Average
Average % Satisfied 9% Better
Application
and
Examination Customer Document Problem Change
Overall Trademark Data* Process Service Timeliness Accuracy Resolution in Service
A3. Relationship with
PTO
A continuous customer 58 66 36 65 43 29
A frequent, but not 65 79 50 88 49 45
continuous customer
An occasional customer 68 79 54 87 37 32
A one-time customer 76 77 78 71 47 -

* Demographics accounting for less than 2% are not shown.

** Numbers in bold represent the highest % satisfaction or highest % better for the factor.
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Demographic Differences by Factors— In Summary*

e EXxcept for theindividual applicant, timeliness and
problem resolution received low ratings across all
demographics

e Individual applicants are more positive across all factors

e Law firmsand large businesses are extremely dissatisfied
with timeliness

e All affiliations, with the exception of individual applicants
who don’t report as many problems, have low levels of
satisfaction with problem resolution issues

e Thoserespondentsthat made freguent contact during the
year aretheleast positive across all factors

* For several demographic segments, the sample sizeis small and theresults may be unreliable.
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Demographic Differences by Factors —
In Summary* (Cont.)

e Thecontinuouscustomersaretheleast positive across all
factors, whilethe frequent (but not continuous) customers
arethe most positive on document accuracy, customer
service, problem resolution, and changein service

e Thedemographic resultsacrossfactors, for the most part,
follow the same pattern asin 1998

e Thedemographic differences again show that thereare
two distinct customer segments:

¢ Law firmg/large businesses
¢ Individual applicants/small businesses

* For several demographic segments, the sample sizeis small and theresults may be unreliable.
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Selected Key Driver Questions by Customer Segment

Two Distinct Customer Segments — Selected Key Driver Questions

BS8. Provide final determination =% Di sfied 0% N | 0% Satisfied
regarding registrability within o Dissatistie o Neutra b Satistie
13 months
Large Business/Law Firms 33 28 39
Small Business/Individual Applicants 23 14 63

C1OES3. Efficiency of the examination
process

Large Business/Law Firms 26 23 51

Small Business/Individual 12 22 66
Applicants

Differences of this type between the two customer segments are typical
throughout the survey items. Recall, for example, that there is a 12%
difference in overall satisfaction between small businesses and large
businesses.

T-133 USPTO 1999 Trademark Customer Satisfaction Survey




Electronic Filing




Electronic Filing

Given that the option of filing electronically has been in existence for over
ayear, specific questions about it wereincluded on thisyear’s survey

C2. Haveyou filed electronically?

Yes 6%
No 94%

For those that filed electronically:

C3. What method did you useto file electronically?

e-TEAS 67%
PrinTEASE 24%
Both 9%

C4. How did you learn about electronic filing capabilities?
(open-ended item)

e Most respondents appear to have heard about electronic
filing either through INTA or on the PTO website
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Electronic Filing (Cont.)

C5. How satisfied are you with the following?

Dissatisfied Neutral Satisfied

a. Ease of accesstothe eectronic

filing system 10% 10% 80%
b. Easeof use of theon-lineform 20% 0% 80%
c. Clarity of instructionsfor filing

electronically 11% 5% 84%
d. Easeof payment for electronically

filed applications 10% 0% 90%
e. Ability toreceive answersto

guestions about electronic filing 19% 12% 69%

C6. Did the availability of electronic filing influence your decision
to file an application?

Yes 20%
No 80%

T-136 USPTO 1999 Trademark Customer Satisfaction Survey



The Impact of Electronic Filing

Given that only 6% of the respondentsfiled electronically, no concrete
conclusions can be drawn from such a small sample. With that caution, the
following comparisons were made between those that filed electronically and

those that did not.

% Satisfied % Satisfied % Satisfied
B23.
B7. I ssue filing
Providefirst receiptswith Cl4.
action within the correct Overall
C2. Fileelectronically? 3 months information satisfaction
ves= 0% 24% 69% 78%
(n=23) 0 0 0
No = 94%
29% 49% %
(n=397) 9% 9% 68%
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The Impact of Electronic Filing

e From the small sample of electronic filers, it
appearsthat theelectronicfilersare:

¢ Just asdissatisfied about the Trademark Office
meeting the 3 month goal for First Actions as
non-electronic filers

o Substantially more satisfied with the accur acy
of filing receipts than non-electronic filers

+ Slightly more satisfied overall than non-electronic
filers
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Electronic Filing — In Summary

Dueto the small number of respondents using eectronic filing,
caution must be used in drawing conclusions from the survey results

e Six percent of therespondents have used electronic filing
e e TEASwasthe most frequently used method to file electronically

e Atleast 80% or more are satisfied with:

+ Easeof accesstothe eectronic filing system
¢+ Easeof useof theon-lineform

o Clarity of instructions

+ Easeof payment

e About 20% aredissatisfied with:

+ Ability to receive answersto questions about electronic filing
(also the lowest level of satisfaction)

o Easeof useof theon-lineform

e It appearsthat the availability of electronic filing did not influence
users decisionsto file applications
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Electronic Filing — In Summary (Cont.)

e Most respondents appear to have heard about electronic filing either
through INTA or the PTO website

e Electronicfilersarejust asdissatisfied with the timeliness of first
actions as non-electronic filers. However, they are substantially more
satisfied with filing receipt accuracy and have a dlightly higher level of
overall satisfaction than non-electronic filers. The substantial
differencein filing receipt accuracy could be dueto the elimination of
PTO dataentry.

e Write-in comments concer ning electronic filing focus on the following
ISsues.
¢ ImproveeTEASto makeit moreuser-friendly for law firmsfiling
on behalf of clients
+ Signatureand drawing requirementsare not clear

+ Havelegidation that would allow attorneysto sign for clientson an
application

+ Allow dectronicfiling by standard e-mail
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Summary of
Qualitative Findings




Summary of
Open-Ended Comments




Methods and Procedures

e Respondentswereasked for their positive and negative
feedback about PTO services, experiences, etc.

e Respondentswere asked if they had any recommendationsfor
Improvementsat the PTO

e Thisyear respondentswere also asked to describe their most
frequently encountered problems

e Allresponsesweretranscribed and are presented verbatim in
Appendix H

e Project staff reviewed all responses and for each question
developed categories which summarized the content of the
responses

e Responsescould be placed under morethan one category
depending on content

e 69% of respondentsgave aresponseto at least one open-
ended item (Section B, C12, or Section D)
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Overview of Open-Ended Comments

e Thisyear 3% more respondentswrote comments
compared to last year (69% vs. 66%).

e Unusually high number of commentsand phone
callsreceived from respondents

e Thosewho responded werevery interested in being
heard and expressing their opinions

e Findingssupport quantitative results
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QUESTION D1

What would you say particularly pleased you about the way your
trademark application was handled?

Percent in

Categor y*

31%
26%
17%
16%
14%
%
4%
3%
1%
5%

Responses wer e coded into ten categories

Customer Service/ Staff Courtesy

Examining Attorney Competence/ Examination Quality and Outcome
Accessibility of Staff / Communications and I nterviews

Problem Resolution

Timeliness/ Responsiveness

Office Actions/ Amendments

Documentation Handling and Accuracy / Organization of Process
Systems and Technology (website)

Costs and Fees

Not Applicable (i.e., irrelevant to question or wrote “no comment”)

*Per centswill not add up to 100% since comments wer e often placed in morethan one category.
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QD1. What would you say particularly pleased you about
the way your trademark application was handled?

Some Verbatim Comments:

e “An effort made by the Examining Attorney to change the application or a portion
thereof for the mark applied for registration within therulesand regulations
application thereto.”

e “Theprocessseemsto takelesstimethan before. We are now getting theinitial
examiner’'sreport in 6-8 months as opposed to before when it could take well over
ayear beforetherewasany type of response.”

e “When | haveaquestion, | can usually reach the Examining Attorney and addr ess
my concer ns promptly. They work with meto offer “language” alternatives, etc.”

e “TheExaminersare often eager to work with you, and to explain their positions.”

e “Helpful and informative staff. They proposed solutionsrather than just telling of
aproblem.”

e “Examining Attorneys seem to make an effort to handle informalities over the
telephone which often acceleratesthe registration process 6 or more months.”

e “Theway an examining attorney will make a small amendment to my application
without requiring aresponse unless| disagree. Thissavesmealot of time.”
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QD1. What would you say particularly pleased you about
the way your trademark application was handled? (Cont.)

Some Verbatim Comments:

e “They helped me achieve aregistered trademark. Contrast to patent side that just
seemsto raise objections without positive guidance.”

e Handling applicationsfor various companies, with similar goods and services, it
was a pleasur e that the different examinerswere willing to work with maintaining
consistency in the goods identified and servicesrecited.”

e “| have had somevery polite and professional examiners on several recent
applications.”

e “Thetrademark examining attor neys are knowledgeable, helpful, friendly. They
are proactive. They all care about the process, and about the ultimate client, the
applicant! Far more helpful and responsive than thetypical U.S. Gover nment
employee.”

e “Thestaff iscourteous and competent.”

e “Trademark Examinersalmost always are knowledgeable and have a helpful
attitude even if they disagree with applicant and rgect application.”
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QUESTION D2

What,if anything, would you say particularly displeased you or what
flaws do you see in the application process?

Percent in

Categor y*

32%
271%
22%

12%
10%
9%
8%
5%
4%
6%

Responses wer e coded into ten categories

Process Timeliness
Outcome/ Basisfor Rejections

| nconsistency Among Examining Attor neys (lack of experience,
training, and knowledge)

Administrative Handling and Support (mail room, clerical errors)
Procedures/ Requirements/ Standards/ Costs

Lost Materials

Customer Service (statusupdates, returning calls)

Filing Receipt Errors

Problem Resolution

Not Applicable(i.e., irrelevant to question or wrote “no comment”)

*Per centswill not add up to 100% since comments wer e often placed in morethan one category.
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QD2. What, if anything, would you say particularly displeased
you or what flaws do you see in the application process?

Some Verbatim Comments:

e “|think thereisaneed for a problem-shooting department. Some problems
appear to fall under no particular jurisdiction and one individual needsto be
responsible for theissue. Otherwise, we keep getting bounced from one person to
another.”

e “Thereisan uneven quality to examining attorneys. Many of the new attorneys
are not competent and make errorswhich delay the process significantly.”

e “|ttakesforever! Thingsget lost easily. Theturnover in examiners makesit
difficult for them toreally know therules. Thisleadsto unequal resultsin
registration and deter minations of “ descriptiveness’ of marks.”

e “Overzealousinterpretation of 15 USC § 1052(c) contrary to Board and CAFC
opinions. Specimensfor service markstoo narrow.”

e “Inconsistency in examination procedures. Blanket refusals with insufficient
consideration and too much boilerplate in office actions. | sometimes get the
feeling that the SOP isrefuseregistration if possible, seeif applicant isreally
serious and will respond.”

T-149 USPTO 1999 Trademark Customer Satisfaction Survey



QD2. What, if anything, would you say particularly displeased
you or what flaws do you see in the application process? (Cont.)

Some Verbatim Comments:

e “Incorrect information on filing receipts and the PTO policy of not accepting
certain required information if it iscontained in the drawing page of the
application rather than the body of the application.”

e “Better communication or information on how to resolve problems—whereto
call; whotowritetoon onlinedirectory.”

e “Theamount of timeit takesfor an application to proceed to registration is a bit
excessive. An appropriate amount of timeis approximately nine months, as
opposed to the current standard of 13 months.”

e “Extremedelaysin process, lost or misplaced specimens and filings, notices never
mailed and Notices of Abandonment consequently issued, and extreme
Inconsistency in positions taken by different Examinerson same or similar issues.”

e “Different examining attor neys handle compar able applications differently — each
of consistent examination —no predictability.”
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QD2. What, if anything, would you say particularly displeased
you or what flaws do you see in the application process? (Cont.)

Some Verbatim Comments:

e “Thephysical handling, as opposed to the substantive processing, of the
application at every stage seems fraught with chances of losing the file or
misposting data. These minor annoyances create billing problemsfor law firms,
whose clients do not want to pay for the necessary corrections of clear PTO
errors.”

e “Clerical inconsistency. Somefiles get changes and correctionsreflected, others
don’t. Theinability to get staff on the phone about clerical errors. The examiners
make themselves available to discuss and talk about the office actions, it would be
niceif the staff had the same requirements of contacting and communicating with
theclient.”

e “Thebiggest problem isthefront end of the PTO process. | have experienced
errorsin categorization of TM, data entry errorsin first office action, and made
three attemptsto change address.”
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QUESTION D3

How can products and services be improved at the PTO?
(Including any new products or services)

Percent in

Categor y*

16%
15%
15%
12%
11%
10%

9%

%
7%
6%
6%
13%

Responses wer e coded into twelve categories:

Timeliness/ Responsiveness

Systems and Technology (electronic filing, website, sear ches)

Staff Competence/ M or e Staff

Training/ Supervision of Staff

Document Handling and Accuracy (paperwork, filing receipts, forms)
Customer Service

Access and Dissemination of Info on Procedures, Policies, Rules,
and Status Info

Accessibility of Staff / Phone and E-mail Communications
Requirements/ Standards/ Process

Costs/ Fees

Consistency of Outcome/ Classifications/ Problem Resolution

Not Applicable (i.e., irrelevant to question or wrote “no comment”)

*Percentswill not add up to 100% since comments wer e often placed in morethan one category.
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QD3. How can products and services be improved at the PTO?
(Including any new products or services)

Some Verbatim Comments:

e “Improve E-TEAS—-not geared in many waysto law firm filings —isrepetitive —
does not include application option such as use by related companies — asks for
unnecessary information such as client phone number.”

e “Training on substantive grounds for denial of an application — but still generally
good.”

e “Ifyou call the Trademark Help Linevery often thereisa 10-15 wait to speak to a
person. You havetoremain on hold even to leave a message, but if you need the
information immediately, you can’t rely on leaving a message.”

e “Improvethequality of the non-professional support staff. (My experiencewith the
professional Examination Cor ps has been highly satisfactory for the most part.)”

e “(1) Better coordination between Assignment Division and the trademark
prosecution officesin forwarding assignment recor dation information. (2) More
dependable handling of revocation/appointment of attorneys. (3) An efficient
method of having assignment infor mation and changes of power of attorney and
address put immediately into the PTO computer database would be enormously
helpful. (4) Use of e-mail?”

e “Expand search capabilities of on-line trademark database to include wildcards, add
title history data, shorten timerequired to get new applications on the database.”
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QD3:. How can products and services be improved at the PTO? (Cont.)
(Including any new products or services)

Some Verbatim Comments:

e “Examinersaremuch improved. Staff and Assistance Center need more
Improvements and responsiveness.”

e “Moreneedstobedoneto hasten the application process. The officeisaveraging 7
monthsfor afirst action, which issimply too long. Important businessinterests
are often at stake and my clients ar e extremely disadvantaged by the uncertainty.”

e “Speed up theapplication process. | gather from thissurvey that the goal of time
toissuethefirst office action is 3 months, but my experience showsit ismorelikely
to be 6 monthsor more. Also, quality control of routine papersisamust —you
can’'t imagine theflood of filing receipts we received thisyear with typographical
errors.”

e “Better quality control at front end of your process. Your examining attorneysare
wonder ful, but they seem to be carrying the burden of correcting mistakes by data
entry workers and other receivers of mailings.”

e “Update statusline more frequently; have mor e accessible assistance center.”

e “Must get more efficient in document handling. Accuracy in recording
assignments and security interestsis poor, particularly compared to such
recordings for patents.”

e “l wouldliketobeabletofileelectronically but the signature and drawing
requirements are not clear.”
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QUESTION D4
Any additional comments?

Percent in
Categor y* Responses wer e coded into eleven categories:
21% Positive — Overall Trademark Service/ Good | mprovements
5% Positive — Staff Competence/ Customer Service
4% Positive — On-Line Services Offered
19% Negative — Staff Competence/ Customer Service/ Accessibility
to Staff and StatusInfo
11% Negative — Changes To and I nfo on Regulations, Procedures, and
Process
10% Negative — Consistency of Decisions/ Outcome
% Negative — Timeliness | ssues
7% Negative — Problem Resolution / Quality Control / Errors
(Administrative)
5% Negative — Systems and Technology / On-Line Improvements
7% Comments About the Survey and Miscellaneous
11% Not Applicable (i.e., irrelevant to question or wrote “no comment”)

*Percentswill not add up to 100% since comments wer e often placed in morethan one category.
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QD4: Any additional comments

Some Verbatim Comments:

e “Such thingsas corrections of applicant’s name not done. Several abandonments
resulted by lack of PTO communication or sending correspondence to applicant
not Atty. Filingreceipt errorsrunning rampant.”

e “Uniformity for making rejections based on likelihood of confusion does not exist
between all the examiners. Some examiners seem to baseregectionson their
feelings and not on legal grounds.”

e “| would welcome an e-mail subscription service wherein customers could get news
of upcoming changesin the PTO, beforethey areimplemented.”

e “Weneed better follow up on problemsthat have been brought to the Office's
attention. Thetimerequired to resolve them isinordinately long.”

e “Your websiteisawesome.”

e “Thanksfor listening totheserviceuser. Thisisa processthat should be most
helpful to the PTO office in designing an even more user friendly system. |
appreciate your effortsto do so.”

e “| went through this process 15 years ago and it was arduous...it is now
painless...can you transfer your customer service knowledgeto all other
gover nment agencies???? Please!”
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QD4. Any additional comments (Cont.)

Some Verbatim Comments:

e “l| am afrequent user of thelnternet trademark database. It took me awhileto
figure out how to do manual searches. It would help to show more examplesin
theinstructions.”

e “List of contact persons and phone numbersto contact regarding specific tasks,
I.e., toget afiling receipt corrected. Wheredo | send an attor ney change of
address, etc.”

e “Disseminateinformation to customersre: upcoming rule changes and fee
changeson a moretimely basis. Update TM statusline on a more frequent basis
asinformation is often not up to date.”

e “PTO staff in general ishelpful and courteous. TARR isa wonderful
development — keeping it as current as possibleisimportant. Increasing use of
fax and phone makes examination process mor e efficient.”

e “| believethereason for our overall dissatisfaction with the PTO isrelated to the
timelinessin which mattersare handled (i.e., receipt of filing receipts, receipt of
office actions, the handling of problems, etc.). We have had applications sit for
up to 8 months befor e we receive communication from the trademark examiner.”
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Observations from Open-Ended Comments

On the Positive Side

e Therewereseveral commentsabout the staff being professional, helpful,
friendly, and courteous. Many respondents believe that the service
quality of the Trademark Officeisthe best they have experienced
compared to other gover nment agencies they have done business with.

e Many comments pertained to the examining attorneysand supervisors
being responsive, helpful, and knowledgeable. Exampleswere given on
how the examining attor neys ar e eager to work with the applicants and
explain their position.

e Therewaswide-spread appreciation for the proactiverole of the
examining attorneys. Several exampleswere provided of the examining
attor neys proposing solutionsrather than just pointing out problems.
Respondents like the resolution of actions and issues by telephone as well
as “telephone confer ence amendments.”

e Itisobviousfrom thecommentsthat customerswould like to see even
mor e use of the telephonein dealing with issues. They believethiswould
have a substantial impact on process timeliness.

e Therewerepositive comments about the Trademark Assistance Center.
However, there were complaints about difficultiesin getting through to
the Center.
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Observations from Open-Ended Comments (Cont.)

On the Negative Side

e Therewerecomplaintsabout the timeliness of the process, especially first
office actions. Other timeliness areas noted in the commentsthat appear
to be problemsinclude:

Filing receipts

Responding to statusletters
Request for Extension
Responding to Statements of Use
Responding to Section 8 requests
+ Providing a final deter mination

* 6 O o o

e Therewerealso commentsthat the Trademark Office should ether come
closer to meeting the goals established or change the goal to be more
realistic.

e Several commentspertained to the perceived inconsistenciesin the
examination process and among examining attorneys. Examplesgiven
of different examining attor neys handling compar able applications
differently giving customersa lack of predictability about the search
results.

+ Inconsistenciesin applying the 1052(d) and 1052(e) standar ds.
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Observations from Open-Ended Comments (Cont.)

On the Negative Side (Cont.)

e Therewereseveral commentsabout inappropriatergections,
especially in citing 1052(d) — Likelihood of Confusion and 1052(¢e) —
Surname and Merely Descriptive:

+ Therewerecommentsabout unnecessary r g ections, especially on
1052(d) and 1052(e) issues, that are later withdrawn causing undue
time and expense

e Thenewer examining attor neys making frequent mistakes dueto
inexperience, lack of training, and lack of proper supervision.

e Many examples of lost/misplaced items — specimens, checks, files,
and requests:

o Lost/misplaced items sometimes lead to improper abandonments
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Observations from Open-Ended Comments (Cont.)

On the Negative Side (Cont.)

e Respondents gave many examples of errorswhich cause delaysin
the process:

¢ Filing receipts (the most frequently identified)
+ Notices of Allowance
+ Notices of Publication
+ Certificatesof Registration
e Difficultiesin finding the appropriate person who will take

responsibility and solve problems. Perception existsthat thereis
no easy and timely way to make corrections.
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Comments About Performance Standards — Section B

e Thefollowing standards attracted the most comments:

¢ Unevennessin returning telephone calls within one business
day

o Timeinessof first office actions
¢ Filing receipts—both in terms of timeliness and accuracy

¢ Timeliness of the entire process (filing to final deter mination)

e Therewasno pattern in recommending changesto the
existing standards. The focus of the comments appear to
be on simply meeting the present standards

e Inaddition, therewasno consistency in suggesting
additional standards for consideration

T-162 USPTO 1999 Trademark Customer Satisfaction Survey



Telephone Inquiries:

What Respondents Said
When They Called




Respondent Telephone Inquiries

e 800 number provided by Westat during entire data
collection period. Thisnumber was provided on all
correspondence to respondents

e |Inquiry answered by a project staff member

e Total of about 90 inquiriesreceived over the
telephone (for both the patent and trademark
satisfaction surveys combined)

e Customer inquiries/comments by telephone are
presented in Appendix | (Volumell of thisreport)
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Content of Calls. Examples by Category

e Data Collection I ssues

+ Many respondents called toward the end of thefield period to
find out if it wastoo late to respond

+ Somerespondents called with questionsregarding completing
thesurvey over theinternet

¢ A few callsto verify recept of completed surveys

e Respondent Issues

¢ Some callswere madeto indicate that the chosen respondent
was deceased, no longer with the company, or on extended
leave or disability

¢ In caseswheretherespondent specified was not available,
another person called to find out who to givethe survey to
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Content of Calls. Examples by Category (Cont.)

e Need for Materials

+ Respondentsoften called requesting replacement surveys,
envelopes, cover letters, etc., because they werelost or
misplaced

e Refusals/ Complaints

¢ Some respondents called to say they did not want to complete
the survey, but they did want to express complaintswith PTO
servicesover thetelephone

+ A few respondents called the 800 number to get someoneto
help them with specific examining attor neys
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Overall Summary
and Conclusions




Results Were Reviewed By:

e Most and Least Satisfied and M ost Dissatisfied
Questions

e Major Changesfrom 1998 Data
e Questions Grouped Into Six Factors

e QuestionsPertainingtothe Overall Trademark
Process

e QuestionsHavingthe Greatest Impact on Over all
Satisfaction

e Demographic Differences

e Content Analysisof Open-Ended Comments
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Overall Summary

e Customersare satisfied with the fairness of the examination and the
outcome appear sto meet their objectives (both improved by over 10%
from 1998). In addition, customers gave positive ratingsto the handling
of issuesrelated to goods/services, adequacy of explanation/reason for
office actions, and sear ches performed under 1052(d) — Likelihood of
Confusion. Therewerelow levels of satisfaction with the
appropriateness of refusals made under both 1052(d) and 1052(e) and
only about one-half of the respondents wer e satisfied with the
consistency of examinations, and the efficiency of the examination
Pr OoCess.

e Almost all areas of customer service received satisfaction ratings of over
60% . Especially high was courteousness, clear written communications
by examining attor neys, use of the phonein dealing with examination
issues, and the ability to provide accur ate answersto questions. Areas
with satisfaction ratings of lessthan 60% includereturning phone calls
within one business day and providing clear/accur ate answersto
guestions through the Trademark Assistance Center.
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Overall Summary (Cont.)

e All of thetimelinessitems, except one, had satisfaction ratings below
60%. In fact, of the 19 timelinessitems, 7 of them had satisfaction
ratings of 40% or less. Theonly positive item was disseminating
infor mation on changes befor e the effective date. Areaswith high levels
of dissatisfaction include providing first office actions within 3 months,
mailing filing receipts within 14 days, resolving problemswithin 7 days,
responding to Section 8 requests within 30 days, and responding to
Statements of Use within 30 days. Of note, mailing Notices of
Abandonment within 45 daysimproved by 16% compared to 1998.

e Problem resolution, while showing someimprovement over 1998 levels,
has extremely low levels of satisfaction. Given that closeto 60% of the
respondents experienced some type of problem or difficulty over the
past year, thistakes on added importance. Problemsare not being
handled quickly and only 38% are satisfied with the way their problem
was handled.

¢ Themost common types of problemsreported include filing receipt
errors, lost or misplaced materials, concer ns about the basis for
examination outcome/decision, and process delays.
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Overall Summary (Cont.)

e Except for filing receipts, respondents are very satisfied with document
accuracy. Over one-third are dissatisfied with filing receipt accuracy.

e Respondentswere asked to compar e several aspects of customer service
to previoustimesthey filed applications. Over 30% of the respondents
believe serviceis better now — overall service, timeliness, staff
competence, and staff responsiveness. On the negative side, over 20%
believe first office action pendency iswor se now and over two-thirds
believe problem resolution has not improved.

e Overall satisfaction increased by 6% over the 1998 level to 69%
satisfied. Thisisencouraging and understandable given the levels of
satisfaction of other key serviceareas. Only 14% of therespondentsare
dissatisfied with the overall trademark process. |n addition, satisfaction
with fees paid and value received are now over 60%.
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Overall Summary (Cont.)

e The“keydrivers’ (thoseitemshaving the greatest impact on overall
satisfaction) include timelinessissues (returning telephone calls, final
deter mination, filing receipts, problem resolution, responding to
Extension Requests), fairness of the examination process,
appropriateness of refusals, and prompt, helpful, and flexible service.
Thekey driverswith low levels of satisfaction include final
determination, filing receipts, resolving problems, responding to
Extension Requests, and appropriateness of refusals under 1052(e).

e Theanalysisof resultsby demographic segments followsthe same
pattern as 1998 with two distinct customer segmentsbeing served: law
firmg/lar ge businesses and individual applicants/small businesses.

I ndividual applicants are more positive across all factors. Law
firmg/lar ge businesses ar e extremely dissatisfied with the Timeliness
factor and all segments are dissatisfied with Problem Resolution. All
segments are high on the Customer Service factor. Those having
frequent contact and being continuous customer s are less satisfied than
those with minimal contact and not continuous customers.
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Overall Summary (Cont.)

The following pages summarize the strengths (60% or mor e satisfied)
and the opportunities for improvement (25% or mor e dissatisfied).

Strengths

e Courteousservice (B1* and C11c)
e Useof telephoneto deal with issues (C1AP3)
e Amount of timeto submit required information (C1AP1)

e Fairness of examination and outcome meeting objectives (C10E1
and C10E2*)

e Certificates of Registration, Notices of Allowance, Official Gazettes,
and Notices of Abandonment with correct infor mation (B24, B25*,
B26, B27)

e Clear written communication by examining attor neys (B4*)

e Handling of issuesrelated to goods and services (C1AP2*)

* Key Driver
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Overall Summary (Cont.)

Strengths (Cont.)

e Ability to provide accurate answers and prompt, helpful, and
flexible service at a time convenient to the customer (C1SC2, C1SR1,
C1SR2*, C1SR3*)

e Genuinely committed to providing the best possible service (C1SC2)
e Directing customer promptly to proper office/person (B2)
e PTO feesand good valuefor feespaid (C1P1 and C1P2)

e Searchesperformed under 1052(d) — Likelihood of Confusion
(C1AP4)

e Adequacy of explanation/reason for office action (C1APS)

e Widely disseminate information on changes prior to effective date
(B6)

* Key Driver
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Overall Summary (Cont.)

Opportunitiesfor | mprovement

Timeliness Standar ds:

e Providing first actionswithin 3 months (B7)

e Mailing filing receipts within 14 days (B10*)

e Resolving problemswithin 7 days (B28*)

e Responding to Statements of Use within 30 days (B16)

e Responding to Section 8 Requests within 30 days (B19)

e Responding to Extension Requests within 30 days (B17*)
e Mailing applicant’sreturn postcard within 3 days (B9)

e Responding to Amendmentswithin 35 days (B14)

e Responding to Section 9 Requests within 30 days (B20)

e Returning telephone callswithin one business day (B3*)
e Providing a Final Deter mination within 13 months (B8*)

* Key Driver
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Overall Summary (Cont.)

Opportunitiesfor | mprovement (Cont.)

e |ssuing Filing Receiptswith correct information (B23)

e Handling of delays (C11a)

e Handling of mistakes (C11b)

e Theway your problem or difficulty was handled (C11d)

e Appropriatenessof refusals made under 1052(d) — Likelihood of
Confusion and 1052(e) — Merely Descriptive, Surname, Geographic
(C1AP5, C1AP6*)

e Consistency of the examination (C1AP7)

* Key Driver

T-176 USPTO 1999 Trademark Customer Satisfaction Survey



Conclusions
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Conclusions

e Oveall, theresultsshow that the Trademark Officeis providing
serviceto its customersin a helpful, professional, and friendly
manner. Customer Serviceisthe most positive factor, followed
by Document Accuracy

e Oveall satisfaction isjust below 70% and it improved by 6%
over the 1998 level

e All comparableitemsimproved in satisfaction over 1998 |evels.
In fact, 15 of the 27 compar able itemsimproved by morethan
5% . Noteworthy improvementsinclude:

o Key aspectsof customer service (genuinely committed to providing
the best possible service, returning telephone calls, directing
customer s promptly to proper office or person, and providing
prompt and helpful service)

¢ Fairnessof examination

o Timelinessin responding to statusletters, Notices of
Abandonment, and Notices of Publication.
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Conclusions (Cont.)

e Incomparingthe most recent filing to previousfilings, over
35% of therespondents believe that overall service and staff
responsiveness are better now

e However, therearethreeareasthat still require focused
attention if overall satisfaction isto continueto improveto
over the 70% levdl:

¢ Overall timeliness and meeting certain key time standards
established by the Trademark Office

¢ Prompt responseto reported problems, especially on lost or
misplaced materialsand PTO-generated mistakes

+ Dealing with perceptions of inconsistent rgection decisions
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Recommendations




Recommendations — The Vital Few

e Review thetime standardswhere 30% or more of the respondentsare
dissatisfied with the performance of the Trademark Officein meeting
the standards. Develop an operational improvement plan for either
meeting the standards or establishing mor e realistic expectation goals:

First office actions
Filing receipts
Statements of Use
Extension Requests
Section 8 Requests

* & &6 o o

e Review quality control proceduresfor 1052(d) and 1052(e) refusals and
identify improvement opportunitiesfor assuring consistency in the
application of the standards. Given that lessthan 50% are satisfied
with consistency and the appropriateness of refusals, there appearsto
be opportunitiesfor improvement. For example, have the Office of
Trademark Quality Review identify recurring problems and issues and
recommend appropriate corrective actions.
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Recommendations— The Vital Few (Cont.)

e Continuetowork on establishing a problem management system that
categorizes problems, assignsresponsibility for all reported problems,
documentsthem, establishes resolution goals, and or ganizes a close-out
process. Emphasis should be placed on the timeliness of resolution,
given that only 32% believetheir problems are resolved quickly and
only 32% believethe 7 day resolution standard is being met.

e |Implement a quality control processfor the accuracy of all filing
receipts. Establish quality goals, communicate the goalsto the public,
and track along with the 14 day timeliness goal.

e Establish appropriate timeframe estimatesfor First Office Actions and
send this estimate along with the filing receipts

e Improvethedocument control system for storing, transferring and
tracking materials. Explorethe use of the Trademark Assistance
Center asafocal point for tracking down lost or misplaced materials.
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Recommendations— The Vital Few (Cont.)

e Continueto stressreturning phone callswithin one businessday. This
recommendation isbased on the write-in comments, the fact that one-
guarter of respondents are dissatisfied with return calls, and it being a
key driver. In addition, check on the magnitude of difficulty in
reaching the Trademark Assistance Center and make changes as
necessary to assur e ease of access.

e Given that only 6% of therespondents are using electronic filing,
provide appropriate incentivesto expand itsuse. One exampleisto
provide electronic filerswith faster service. In addition, given the
complaints about document accuracy, publicize the advantages of
electronic filing in terms of data entry accuracy.
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