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1. Message from the President of the Office (the OHIM Quality Policy)

This Office has achieved a huge amount in its short history, and has shown what can be achieved by
a European Union agency. Quality, in its broadest sense, has to remain at the heart of how we do
business if we are to meet the expectations of our users and continue to develop and enhance our
reputation. This manual is all about how we will make this work in practice. But we will only succeed
if this remains a living document, and we all play our part in looking all the time at how we can
continually improve the services we deliver.

I hope you will help us with this challenge whether you are a user, a member of staff or a supplier to
the OHIM.
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2. Introduction

2.1 Mission of the Office for Harmonization in the Internal Market* (OHIM, the Office)

The OHIM is an agency of the European Union responsible for granting trade mark and designs which
are valid and enforceable throughout the whole EU territory; its primary responsibilities are not as
varied and as wide-ranging as those corresponding to the vast majority of industrial property offices
(its core task concerns the management of the Community Trade Marks and Community Designs
registration systems).

The Office's task is primarily to examine trade marks and designs. It also consists of promoting and
managing trade marks and designs within the European Union. More generally, the Office carries out
registration procedures for Community industrial property rights. It keeps public registers of these
titles. It shares with the courts of the Member States of the European Union the task of issuing
decisions on requests for cancellation of registered titles.

The Office strives for harmonisation and co-operation with other industrial property offices. It
harmonises practices and standards of examination, it advocates progress towards global
harmonisation of standards and creates common interfaces and platforms for better serving users’
needs.

To keep competitive in a globalised business environment, businesses need patent and trade mark
offices (both national and international) that work diligently in the creation and protection of their
industrial property assets.

Therefore all legal systems and all public organisations (patent and trade mark offices) dedicated to
the issuance of industrial property rights and the promotion of industrial property rights, must strive for
quality, certainty, cost-effectiveness, accessibility and efficiency.

Consequently, the OHIM, like any other patent and trade mark office of the 21st century, must be a
quality-focused, highly productive, agile, user-friendly, accessible, efficient and cost-effective
organisation.

2.2 Status of the Office

The Office is a public establishment that has legal, administrative and financial autonomy. The Office
was created under European Community law and is a European Community body with its own legal
personality. Its activities are subject to Community law. The Court of First Instance and the Court of
Justice of the European Communities are responsible for overseeing the legality of the Office's
decisions. The Office is responsible for balancing its budget from its own revenue, which is derived
mainly from fees for application, registration and renewal of trade marks and designs protection.

! http://oami.europa.eu/en/mark/role/brochure/brien09.htm

Page -4



* X %

* *  OFFICE FOR HARMONIZATION IN THE INTERNAL MARKET
’; * (TRADEMARKS AND DESIGNS)

* .
Quality Management Department
* * *

2.3 Organisation of the Office

The Office is organised as follows:

Wubbo de BOER
Pefer Lawrence
PRESIDENT
Vice-President
| ] I I | I | ] [ ]
Paul Beate Hans Peter Joao Miranda || Vincent Peter William Marc Juan Ramén Orreste

Maier Schmidt || Jakobsen || Rodinger de Sousa O'Reilly Lawrence Copine Vanaeken | |Rubio Mufioz || Mantalto
President

Trade Marks || Trade Marks [| Designs Genesal P Palicy Finance Quality Information Human IP Litigation
T and and Affairs and Management | | Technologies Resources Unit
Cancellation || Register External and Facllifies
Relations Management
Boards of
Appeal

A more complete Office organisation chart is maintained by the Human Resources Department (HRD)
and is available at:

http://oami.europa.eu/en/office/organig.htm

2.4 Quality Goals of the Office
The Office is obliged to meet all the legal requirements applicable to its activities. In this context, the
quality goals are:

1. Meeting the customers’ needs and expectations for services provided by the Office.

2. Making effective and efficient use of resources.

3. Harmonising industrial property practices through cooperation with national offices and
European and international institutions.

2.5 Scope of the Quality Management System (QMS) of the Office

The QMS serves the staff of the Office in applying its quality policy and in pursuing consistent
achievement of its quality goals. The Office shall establish, document, implement and maintain the
QMS and continually improve its effectiveness.

The QMS comprises three elements: people, processes and systems. The effectiveness of the QMS
depends on having all three elements in place and aligned.

The initial focus of the QMS is on the core services relating to trade marks and designs that the Office
provides to its users. It therefore includes all the activities that relate to those services, but initially
excludes some supporting activities.

Page - 5



* X %

* *  OFFICE FOR HARMONIZATION IN THE INTERNAL MARKET
’; * (TRADEMARKS AND DESIGNS)

* .
Quality Management Department
* * *

The initial scope includes for trade marks and designs:

Mail Reception and Dispatch

Data Reception and Capture

Key-In

Fee Management

Examination

Search

Translation

Publication

Opposition (trade marks only)
Registration

Certificates

Administration and Maintenance
Appeal

Client Communications (relating to specific applications)
Project Portfolio Management
Customer Relationship Management

Help Desk (in relation to CRM only)

Relationship Management of WIPO, the National Offices and other key stakeholders.

And the initial scope excludes the following activities:

Financial Management
Human Resources Management

Project Management®

Information Technology (IT) Development and Maintenance

Facilities Management

Help Desk

2 Project Portfolio Management is concerned with the management of a portfolio of projects, both pending and active, so that
business changes are delivered in an optimal way.

8 Project management is recognising a goal and setting the standard by which that goal will be reached. While striving to reach
the goal, project management takes into consideration many aspects and best use of resources that would be required to reach

the task or goal at hand. This would include but not be limited to: materials, money, staff, time.
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e Supplier Relationship Management.

The QMS will be extended in a phased way until it is able to support all the activities of the Office.

The QMS applies to everyone at the Office who is involved with the activities covered by the QMS. All
personnel will be affected by the QMS to some degree, even though some who work in support
departments will not have all the required processes from the outset.

The QMS is concerned with the sharing of best practice and spreading of knowledge. It serves as a

repository for the collective wisdom of the organisation and as a vehicle for promoting organisational
learning.
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3. QMSroles and responsibilities

3.1 President

The President is the sponsor of the OHIM Quality Policy. He is committed to the QMS in so far as it
establishes and fulfils the quality policy and the quality goals. He ensures that the QMS is established
and maintained to achieve these objectives.

3.2 Management Committee

The Management Committee (MC) of the Office has overall responsibility for the QMS. It establishes
its scope, roles and responsibilities. The Committee defines the organisation’s priorities for the
achievement of quality goals and supervises the functioning of the QMS to ensure that performance is
aligned to the goals. The MC runs an annual review of the QMS to ensure that it is operating
effectively.

3.3 Directors

Each Director fulfils the role of process owner for one or more processes. As a process owner, the
Director is responsible for managing the process so that it delivers business value. This includes
responsibility for implementing the process, for defining, implementing and using performance
measures, and for maintaining the process. The Directors communicate to their staff the importance
of meeting users’ requirements while complying with the legal framework and making efficient use of
resources. Directors are responsible for ensuring that the quantity and quality of resources under their
management are at the right level for efficient and effective performance of the processes for which
they are responsible.

3.4 Middle Managers

Middle managers support the Directors in performing the duties mentioned above. They manage
resources in order to achieve the quality goals and established objectives. Middle managers have to
play a key role in the communication chain between the management and employees. They provide
guidance to employees to ensure they understand the quality policy of the Office (see Message from
the President of the Office in paragraph 1 above).

3.5 Legal Advisers

Legal advisers for trade marks processes and quality experts for designs processes support
examiners in the course of their decision-making work in intellectual property proceedings. They keep
up-to-date with the case-law and advise examiners on how to interpret and implement guidelines.
They run quality checks of decisions of the examiners and give them advice for improvement. Legal
advisers and quality experts cooperate with the Department of Intellectual Property Policy to establish
and revise guidelines.

3.6 Quality Officers

Quality officers implement, maintain and improve the QMS. They provide leadership and guidance on
quality issues in their respective departments. They help Directors to align processes to the objectives
of the Office, to put in place process measures that are aligned to the service standards in the Service
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Charter, and to review and update Process Cards. They support QMD in monitoring the performance
of the processes managed in their department and suggest improvements. They gather suggestions
for improvement from staff working in the relevant processes and evaluate their feasibility and impact
with the help of the Quality Management Department. To perform their duties, quality officers have an
appropriate knowledge of departmental processes, quality management skills and follow specific
training programmes. They are the departmental contact point for quality issues related to processes
and cooperate with the Quality Management Department in resolving these issues.

3.7 Quality Group

The Quality Group consists of quality officers and representatives of the Quality Management
Department. The Group meets regularly to evaluate process performance against objectives, identify
opportunities for improvement and raise QMS effectiveness.

3.8 Examiners and Specialised Staff

Examiners and specialised staff (e.g. staff working with searches or translations) are the key part of
the QMS. They deliver the services to the users. The QMS must ensure that examiners can perform
their functions and deliver the services with maximum efficiency and effectiveness.

Examiners and specialised staff are an active part of the QMS. They provide feedback to other quality
players, especially to middle managers and quality officers, on the functioning of processes. Managers
and quality officers motivate examiners to provide suggestions for improvement. Quality circles are
one element of the QMS through which examiners can provide suggestions and gain recognition for
their participation and contribution.

3.9 Department of Intellectual Property Policy (DIPP)

DIPP is responsible for supporting the core business departments on industrial property decision-
making. In particular, DIPP issues guidelines and instructions to provide examiners with a
comprehensive, up-to-date reference work. Moreover, DIPP is consulted on all issues related to
compliance with rules and regulations applicable to the core business functions of the Office. DIPP is
advised of the quality checks of examiners’ decisions performed by legal advisers and quality experts,
evaluates the results and suggests measures together with the core business for quality improvement.
These measures include for example training, practice notes, revised guidelines.

3.10 Quality Management Department (QMD)

QMD coordinates the functioning of the QMS. It reports to the Management Committee on the
performance of the System and any need for improvement. QMD is responsible — in co-operation with
Directors, middle managers and quality officers — for identifying problems that may require preventive
or corrective actions in order not to jeopardise the achievement of quality goals.

QMD is also responsible for supporting departments in continuously improving the services and
functioning of their processes and identifying areas for technical improvements. QMD, in cooperation
with quality officers, evaluates and puts in place all suggestions for improvement which increase the
added value, economy or efficiency of the processes of the Office. QMD manages or triggers, upon
request of the process owner, the design, production and deployment of software and other process
tools and mechanisms to simplify processes and improve services.

Top management appoints a member of QMD as Quality Manager, who has, irrespective of other
responsibilities, defined authority for:;
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e ensuring that processes needed for the QMS are established, implemented and maintained,;

e reporting to top management on the performance of the QMS, including needs for
improvement;

e ensuring the promotion of awareness of customer requirements throughout the organisation.

3.11 General Affairs and External Relations Department (GAERD)

GAERD gathers, analyses and distributes information about user requirements to all the quality
players of the Office. GAERD is responsible for dealing with user relationship management, users’
feedback, and complaint management. GAERD makes sure that the Office understands users’
requirements and communicates achievements against them to users and other stakeholders.

3.12 Human Resources Department (HRD)

3.13 Information Technologies and Facilities Management Department (ITFMD)

The organisation relies on ITFMD. Examiners strongly depend on IT since Community Trade Mark
files and Design files are handled electronically. ITFMD ensures that performance of systems is stable
so that users of the systems can work.

3.14 Finance Department (FD)

HRD, ITFMD and FD make sure that the Office has proper human, technical and financial resources
to achieve its quality objectives. HRD is responsible for the annual appraisal of OHIM staff and for
providing training activities. FD and QMD collaborate with all the other departments to set up the
Business Plan and report on performance against it.

3.15 External Service Providers

OHIM contracts a number of suppliers who provide a range of services in support of the Office’s
delivery of services to users. OHIM managers monitor the performance of the suppliers in relation to
timescale, cost and quality of the services they provide.

Page - 10
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4. QMS at work
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4.1 Users’ needs and expectations

The Office aims to fulfil users’ needs and expectations while meeting legal requirements and making
efficient use of resources. Thus, user opinion and focus group opinion are a fundamental part of the
QMS of the Office.

The Office gathers user opinion concerning the services it offers through different channels, for
example through users' groups for trade marks and through focus groups for designs. Furthermore, to
make sure that user feedback becomes part of the QMS, the Office has set up systematic processes
for surveying user needs and dealing with complaints.

4.1.1 User Satisfaction Survey

The User Satisfaction Survey is conducted once per year. The objective of the Survey is to identify
areas of improvement and to enable the Office to set appropriate priorities to enhance its services and
to measure overall satisfaction. In summary, the aim is to create a virtuous circle in which user needs
are used to set improvement goals. Achievement against goals is monitored through performance
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indicators and communicated to users. This then leads to fresh user input, thus creating a cycle in
which the Office continuously improves in the direction that its users require.

GAERD issues a User Satisfaction Report to summarise the results of the Survey. The report is
published on the OHIM's intranet (i.e. INSITE) and the OHIM'’s internet website” (i.e. OAMI-ONLINE).

4.1.2 Users’ complaints

Users have the right to complain about any aspect of the activities of the Office. Lodging a complaint
must be simple and easy. Complaints must receive suitable answers in a timely manner.

The Customer Care Unit (GAERD) ensures effective handling of complaints. The Unit maintains a
register of complaints to ensure that they are processed and closed to the satisfaction of the user in a
reasonable time.

The Unit issues a monthly report containing the number of complaints received and main reasons for
them (Complaints Report). The report is sent to Directors, middle managers, quality officers and the
Quality Manager and serves to highlight areas where urgent corrective action must be undertaken.

4.2 Strategic plan

Strategy is about knowing where the Office is today, where it wants to be tomorrow, and how it is
going to get there. Therefore, a strategic plan is a document that identifies the critical directions and
lines of activity to be undertaken.

The strategic plan covers a period of three years. However, the plan is revised in its entirety on a
yearly basis.

The preparation and review of the Plan is based on:

- Users’ needs and expectations

- Political and legal framework

- Performance of processes

- Market trends

- Available, reliable and efficient technology

The Strategic Plan and its annual revisions are approved by the Management Committee.

4.3 Business Plan

The Business Plan is the document that transforms strategy into operational terms. It defines:

- initiatives/projects to be carried out for each line of activity stated in the Strategic Plan

- measurable objectives for each initiative/project

- service standards to which the Office wants to commit vis-a-vis users

- performance targets that “core processes” must meet to enable compliance with service
standards

- human and financial resources required to carry out identified initiatives/projects

A three-year Business Plan is prepared to cover the same period of time as the Strategic Plan. An

4 OHIM website = http://oami.europa.eu/
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annual revision of the plan is undertaken to adapt it to changing circumstances.

4.4 Service Charter

The Service Charter lists the service standards defined in the Business Plan.

Service Standards set the objective levels of service users should expect the Office to meet. The
standards cover both process performance (e.g. standards of time, accessibility, etc.) and quality of
decisions made in industrial property procedures.

The Charter is drafted by QMD, approved by the Management Committee and published on the
OHIM'’s intranet and website®. Performance against the listed standards is evaluated at the end of
each quarter and reported publicly on OAMI-ONLINE (Service Standards Quarterly Report).

A report on the performance of the Office against Service Standards is issued at the end of each year
and published on INSITE and OAMI-ONLINE (Service Standards Annual Report).

4.5 Processes

The following table depicts the main processes managed at the Office to deliver a service to users:

( Fublication )
+ CTM and RCD
( Examination ) ( Opposition ) Administration and
* Maintenance
( Registration )
( Appeal )

Core Processes

Infarmation Technology Management
Facilities Management

Human Resources Management
Financial Management
Purchase Management
Promation, Information and Communication Management

LT Ve T P
AN A S

Support Processes

Core Processes are within the scope of QMS and they are managed according to the principles
outlined below. The QMS will be progressively extended so as to cover all the processes managed at
the Office.

5OHIM website = http://oami.europa.eu/
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4.5.1 Process Performance Plan

On an annual basis, process owners responsible for managing core processes® - in collaboration with
their quality officer(s) - plan the performance of their processes and make sure that process objectives
are aligned to the Office’s objectives as defined in the Business Plan, thus contributing to the
achievement of the Office’s quality goals.

Where the achievement of core process objectives depends on outputs provided by support
processes, process owners of core processes must ensure proper co-ordination with process owners
responsible for other core or support processes’.

Quality Officers collaborate with QMD to make sure that performance indicators are available to
identify gaps between the actual process performance and the planned performance. Performance is
communicated regularly to staff applying the process.

4.5.2 Continuous Improvement

Directors, middle managers and quality officers are committed to searching continuously for ways to
improve the processes they are responsible for in order to meet users’ requirements in a more efficient
and consistent manner. Improvements must include being faster, more reliable, more cost-effective.
This involves simplifying procedures, eliminating bureaucracy, striving for transparency and enhancing
expertise. It also means becoming a true “electronic or e-office” where geography and time should be
irrelevant when doing business with the OHIM.

Improvement suggestions can also come from examiners and other staff performing specific tasks.
Staff suggestions are registered and systematically dealt with. quality officers are responsible for the
handling and implementation of improvements in collaboration with QMD.

Complex improvement initiatives are managed as independent projects with clear scope, objectives
and deadlines. Continuous improvement projects are managed by QMD in collaboration with Quality
Officers.

4.5.3 Process Mapping

Process management, work of examiners and continuous improvement require that processes are
fully documented and that documentation is kept up-to-date. Process cards are used for documenting
processes. Process cards consist of a flowchart of the activities involved in the process as well as a
description of tasks that form part of those activities. They refer to standard letters, templates and
forms that play a part in the process. Moreover, process cards provide information concerning the
Director responsible for the process (process owner), objectives, indicators and resources of the
process.

Quality officers prepare and update process cards in collaboration with QMD.

6 Core processes are managed by process owners of the following Departments: Trade Marks and Register Department; Trade
Marks and Cancellation Department, Designs Department; Boards of Appeal Department.

! Departments managing support processes: Human Resources Department, Information Technology and Facilities
Management Department, Finance Department, Quality Management Department, Department of Intellectual Property
Policy; General Affairs and External Relations Department.
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4.5.4 Decision-making in Industrial Property Proceedings

Decision makers in industrial property proceedings are provided with comprehensive, up-to-date
guidelines; a database of decisions and a database of comparisons of goods and services. The
guidelines are published on the OHIM’s website®.

Where changes in case-law or other events give rise to an immediate change of practice, examiners
are provided with practice notes to explain how the legal practice of the Office has to change on a
specific matter. If the change of practice concerns a matter of potential controversy, a period of
external consultation is opened to gather user opinion.

The intended purpose is to make sure examiners take clear and consistent decisions and users are
aware of the guidance given to examiners so that they can reasonably predict the outcome of a
decision on their application.

Systematic control of the implementation of Guidelines and Practice Notes takes place and continuous
training on the contents is assured.

Elements of Quality Management System
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4.6 Monitoring of Performance

Monitoring of Performance is a horizontal function that aims at checking the degree of compliance of
organisational performance with the Business Plan as well as enabling the Office to take preventive or

8 OHIM website = http://oami.europa.eu/
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corrective actions to reduce the risk that internal and/or external events will jeopardise the
achievement of quality goals.

This function is performed by QMD and involves the following tasks:

e Defining and maintaining Key Performance Indicators aligned to the Strategic Plan and the
Business Plan.

e Carrying out analyses of results against Business Plan objectives.

e Defining process performance indicators in collaboration with process owners that ensure
alignment of processes with Business Plan objectives.

e Informing process owners of deviations and estimated impact on Business Plan objectives
and collaborating with them in the definition and implementation of corrective actions.

e Investigating and evaluating any impact that changes to processes, technology and user
behaviours may have on strategic objectives and proposing preventive actions to the
Management Committee.

DIPP and examiners®, quality officers, middle managers, directors, and legal advisers co-operate with
the Quality Management Department to define and implement indicators concerning quality standards
of decisions made in industrial property proceedings and to propose corrective and preventive actions
in case of non-compliance. Where established indicators involve quality checks on decisions, DIPP
establishes the procedure and legal advisers run the checks. Quality checks are performed and
results are reported quarterly.

Quarterly Performance Reports are prepared to communicate performance against Business Plan
objectives and published on the OHIM’s intranet.

The Management Committee evaluates the Reports and decides on preventive and/or corrective
actions and priorities.

An Annual Performance Report is prepared at the end of each year and published on the OHIM'’s
website™.

° Examiners of trade marks and designs

10 OHIM website = http://oami.europa.eu/
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5. QMS maintenance

5.1 Documentation

The QMS documentation comprises this Quality Manual and all the material that defines and supports

the processes, including Process Cards, Guidelines and Practice Notes.

QMD retains a master copy of the Quality Manual and Process Cards while DIPP retains a master
copy of Guidelines and Practice Notes for trade marks and designs examination.

QMS documentation is reviewed on a regular basis. QMD and DIPP each maintain a revision
schedule relating to the documents for which they are responsible, and they track all revisions.

Changes to the Quality Manual are approved by the Management Committee. Changes to Process
Cards are approved by the Process Owners. Changes to Guidelines are approved by DIPP after
consulting the Trade Marks Departments (TMRD and TMCD).

5.2 Key Office documents

Document Frequency Driver Owner Receiver
- QMS elements:
Quality Manual of the Office As required QMD President MC,
Stakeholders
Process Cards As required QO/QMD Directors Stakeholders
Guidelines As required DIPP Directors Stakeholders
Practice Notes As required DIPP Directors Staff +
Stakeholders
Quality Checks Weekly DIPP Directors Staff
- For Users:
Revised Service Charter Annual QMD MC Stakeholders
Quarterly Service Standards Report Quarterly QMD MC Stakeholders
Annual Service Standards Report Annual QMD MC Stakeholders
Users Satisfaction Report Annual GAERD MC Stakeholders
Complaints Report Monthly GAERD GAERD Directors/QO
- For Management:
Five-year Strategic Plan Revised after QMD MC Stakeholders
three years or
as required
Business Performance Report Quarterly QMD MC Stakeholders
Three-year Business Plan Annual FD MC Directors/QO
[Staff
Business Plan Results Annual FD MC Directors/QO
Key Performance Indicators Monthly QMD Directors Directors
Audit Programme Annual Audit Unit MC Directors
Audit Reports As scheduled Audit Unit Directors Directors/QO
Process Performance Plan Annual Process Quality MC,
Owners Officers Stakeholders
QMS Performance Report Annual QMD MC Directors/QO

Keys: QO = Quality Officers

Stakeholders = Staff, Users, the Administrative and Budget committee (AB, BC) and all parties
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involved or interested in the activities of the Office
5.3 Audits

Internal audits are carried out to ensure that actual working methods are adhering to documented
procedures. Audits also help to identify necessary improvements and to determine if processes are
effective and responsibilities have been correctly assigned.

The audits for the QMS cover the processes included in the QMS (Core Processes) and the Support
Processes which provide outputs required to achieve Core Process objectives.

The frequency of the audits depends on the number, importance and complexity of the activities to be
audited and takes account of:

Top management priorities

Risks identified in the Departmental Risk Registers

The results of previous audits

Significant changes to the organisation of the Office, Departments or to processes
Significant changes to statutory or customer requirements

The results of complaints or other customer feedback

Concerns of middle management

5.4 System Review

The Quality Group continuously evaluates the effectiveness of the QMS and makes proposals for
improvement.

At least once every year, QMD’s Quality Manager reports to the Management Committee on the
performance of the system and any need for improvement.

5.5 Awareness, Transparency and Sharing of Information

Each member of staff as well as users and other stakeholders must be made aware of the functioning
and aim of the QMS. Training material shall be maintained for the induction of new starters to the
Office.

The staff of the Office must have access to quality related plans and reports, quality indicators and
other communications related to quality. Directors, middle managers, legal advisers, examiners and
specialised staff, and quality officers all share information and best practice to improve the overall
performance of the Office.
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