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Homep KomnoHeHTa npoekKra: C3
Knacrep aeatenbHocTU:
Kopg, knoueBo peATenbHOCTH:

HasBaHue: AHanus pasnunumii. PekomeHgauum

beHeduumapbi: PYKOBOACTBO U COTPYAHUKU POCMNATEHTA
MpeameT: YnpaBneHne KayecTBOM
MectoHaxoxxaeHue: Poccua

Cpoku: Uonb - aBryct 2014

KPATKOE OITMCAHHE

B HacTosilwem [okymeHTe npeanaraetca Ond pacCMOTPEHUA aHanus pasnuyuui u
HeKoTopble pekoMeHdauuMM no MoAepHu3aumm (COBEpPLUEHCTBOBAHWUIO) CUCTEMY
YnpasneHusa kadectsoMm B PocnaTteHTe.
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1. BBEJAEHME

lMpenctaBneHHble B HACTOSLWEM JOKYMEHTE aHanmM3 pasfivyinn u pekomeHgaumm boinm
paspaboTaHbl No pesyrbTaTaM O3HAKOMUTENbHOW MOE3[KWN, COCTOSBLUENCS B uone
2014 ropa.

2. AHAJIU3 PA3/IUYUIA

Mocne paccMoTpeHusl pe3ynbTaToB ONPOCOB, NPOBeAeHHbIX B PocnaTteHTe ¢ NOMOLLIbIO
aHKeT Mo yrnpaBlieHUo Ka4eCTBOM, Criabble Y CUINbHbIE CTOPOHbI, BO3MOXHOCTU U PUCKK
ANA BeAOMCTBa ObIN OLeHeHbl creayoLmmM obpasom:

CunbHbIEe CTOPOHDI

» BblCcOokoe KoNnMyecTBO 3asiBOK Ha TOBaApPHbl€ 3HAaKN N NPOMbILLUIIEHHbIE o6pa3u,b|

lNop 2010 2011 2012 2013
3aaBkm Ha T3 56848 59717 61923 64928
lNop 2010 2011 2012 2013
3aaBku Ha MO 3997 4197 4640 4994

= bBonbluoe KonM4ecTBO 3KCNEPTOB:
o 86 akcnepToB no T3
o 43 akcnepTos no MO
= CocTaBneHne exerogHblX WM OOSITOCPOYHbIX MI@HOB MO COBEPLUEHCTBOBAHMUIO
KayecTBa 9KCMEepTM3bl, ONTUMU3AUUM TEXHOMOMMU LEenonpou3BoACcTBa MO
3asiBKaM 1 UCNONb30BaHMIO HOBENLLMX pa3paboTok B obnactn UT.
=  Hannume gpopmManbHbIX CUCTEM KOHTPOMSA KayeCcTBa — BHYTPEHHErO U BHELLHErO.
» EXxekBapTaribHbI MOHUTOPUHI KONMMYECTBEHHbIX NOKa3aTenemn
*=  MOHUTOPUMHT Ka4yecTBa NpeoCTaBneHns rocyaapCTBEHHbIX YCIyT:
o YpOBeHb YyOOBMETBOPEHHOCTM CBOEBPEMEHHOCTBIO MPeoCTaBreHus
rocyaapCTBEHHbIX YCIyT.
o YpoBeHb yOOBNETBOPEHHOCTM rpadmnkom paboumx yacoe B PocnarteHTre.
o YpoBeHb yOOBNETBOPEHHOCTM OBLLEHMEM C COTPYAHUKAMMN.
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o) ypOBeHb yAOBJ1IETBOPEHHOCTU Ka4yeCTBOM 7 OOCTYNMHOCTbIO
npeaocrtaBlieHNA rocyaapCTBEHHbIX YCIyT.
o) ypOBeHb YAOBJ1IETBOPEHHOCTU 3aTpartamMu, CBA3aHHbIMUA C

npegocrtaBlieHneEM rocyaapCrTBeHHbIX YCIyr.

= O6LWenocTynHble nokasaTenu:
o KonuyecTtBo 3asBOK U permctpauun
o KonwnyecTBo *anod

Bo3MoXxHocCTuU:

= YcraHoBneHve Llenen no «kadectBy (Hanpumep,
peructpauymm)

CPOKM OT npuema 10

CoOTBETCTBYHOLUNE AaHHbIE U3MEPSTCA CaMMM BEAOMCTBOM U 3aTeM NyOrMKyOTCA B UHTEPHETE
(https://oami.europa.eu/ohimportal/en/quality)

Timeliness of 99% of cases and Quality

Objective 2014: Excellent <20 days
Actions Need =25 days

Objective 2014: Excellent <8 weeks
Actions Need >11 weeks

Objective 2014: Excellent <22 weeks
d Actions Need >25 weeks
(8) (9) ) . |

e — — \ ‘ (23)

@ (37) (3/

2013 2013 2013 2013 2013 2014
a1 a2 a3 a4 a1 a1 a2 a3 a4 a1
From Reception To Examination Done| From Reception To Examination

(22) (22)

(20)

(23)(22)._(22)
A

29)

2013 2013 2013 2014 2013 2013 2013 2013 2014

Qa1 Q2 Qa3 (0] Q1
From Reception To Registratio

Straightforward CTM Examination Proceedings Quality CTM AG Decisions Quality End of
96.1% 96.8% 98.8% Opposition
92,25 9374°88% 98.3% 98.2% 98.2% 98.3% eriod
86.4%
2013 2015 2013 2015 2014 | 2013 2013 2013 2013 2018
ar a2 o a | a a2 e e a

CBoeBpemMeHHOCTb No 99% aen n KayectBo

Uenb 2014: OtnnyHos 20 gHen
HeobxoamumocTtb aencteuin 225
aHen

papuk

Oor npuema ao nposeneHuns
QKCNepTn3bl

KayecTtBO AenonpousBoacTea rno
akcneptuse T3C

Lenb 2014: OtnndHo< 8 Hepenb
HeobxoamnmocTb aenctenin 211
Henenb

papuk

Oor npuemMa ao 3KCcnepTusbl

KavectBo pewennin no CTM AG

Lenb 2014: OtnnyHoS 22 Hepenn
HeobxogumocTb aencteum =25
Henernb
papuk

OT npuema go pervctpauum
KoHew cpoka
onnosnyum
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PECTPYKTYpu3aLus

TEXHONOMMYeCKon OOKyMEeHTauun: cocTaBlieHne PyKOBOﬂ,CTBa no Ka4dectBy B
Byuae OCHoBOMoJsJiararwwero AOOKyMeHTa, pa3bACHAKLWEro CTPYKTYPY CUCTEMDbI;
OOKYMEHTaLUNO MOXHO BbICTPOUTb B UEPAPXUHECKOM NnopAaake.

Quality Manual

Supporting Documents

Work

Manuals .
Instructions

CnpaBo4HMKN

PykoBoCTBO Mo kayecTBy
Mpoueccol (TexHonormm)

BcnomoratenbHble OOKYMEHTbDI

Pabouue
NHCTPYKL MK

* YnpasneHue pabounmm nokasarenamm (Knoyesble nokasartenu acpdpekTMBHOCTH
N CTaTUCTMYECKNE OaHHbIE)

Yto Kacaetcs CTPYKTYpPbl JOKYMEHTaUunn no TeXHONOrnmAam, To OT4EThI NO pa6oq|/|M nokKasaTtenam Takke MoryTt

cobnofaTte nepapxuio:
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Balanced scorecard
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CbanaHcupoBaHHas OLEeHOYHas kapTa

TexHonornyeckue nokasatenu
OTAEenoBs

XapTtus ycnyr

CTaTncTmyeckne AaHHbIe N NIMCTUHIN

= CoBepLueHCTBOBaHME NHCTPYMEHTOB 06paTHOW CBSA3M C KIIMEHTaMMU:
= npoBeeHne 0630pOB MO yAOBNETBOPEHHOCTU KIIMEHTOB
= BCTpeYM C rpynnamu KnmeHToB
= TEXHONOrNsi PacCMOTPEHUs anob

=  dopmanbHoe ynpaBneHve KoprnopaTUBHbIMU pUckamm

= B «kayectBe npumepa Haunydwen MexgyHapoOHOM  NPaKTUKM  MOXHO
ncnonb3oBatb craHgapt ISO 9001 wnm kakom-nmbo Opyrom cTaHgapT Ans
cucTembl ynpasneHunsa. MoXHO npoBecTn cepTudukaunio, Ho Heoba3aTenbHo.
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.:w“‘.',"ﬂf,‘_';%m Quality Management System (IS0 9001)
Our commitment to continually improve our practices across the office, ensuring that working

5'_5:._ ) methods are thoroughly docurmented and analysed via a strong management commitment to
BN BEE guality.

ﬂ“‘fmﬁ Information Security Management System (IS0 27001)
:ff' . g Our assurance that we follow best practice in information security, so our users can have total
! 14 ¢ confidence in our systems.

&-»;fﬂf_':& Occupational Health and Safety (DHSAS 18001)
o ) Our control over health and safety risks, that help us foster an efficient and rewarding work
{ environment.

Cuctema ynpasneHus kadyectsom (ISO 9001)

Hale 06s13aTenbCTBO NOCTOSIHHO COBEPLUEHCTBOBATL Hallly MPaKTUKY BO BCEX NoApa3snerieHnsix
BeAOMCTBa, obecrneymBas TwaTenbHOe JOKYMEHTMPOBAHME BCEX METOAOB PaboThbl U UX yBoKni
aHanm3 Ha OCHOBE CTPOrol NPUBEPKEHHOCTM PYKOBOACTBA K Aeny MOBbILIEHUS Ka4yecTsa.

Cuctema ynpasneHus 6esonacHocT nHcgpopmauum (ISO 27001)
Hawe 3aBepeHue B TOM, YTO Mbl CODMIOAAEM HaMMy4LLYHO NPaKTMKy 6e3onacHoOCTU nHopmauum, n
BHYLU@EM HalLMM MONb30BaTENsAM NOfHOE AOBEPUE K HALLMM CUCTEMAM.

OxpaHa 3040pOBbs U TeXHUKa 6e3onacHOCTU Ha paboyem mecte (OHSAS 18001)
Mbl KOHTPONMPYEM BCE PUCKM, CBS3aHHbIE CO 300POBbEM M 6E30NaCHOCTLIO, YTO NOMOraeT HaM
co3gaBaTb A(PHEKTUBHBIE 1 BriaronpusTHbIE YCroBUst paboTbl

Eco-Management and Audit Scheme (EMAS)

Our pledge to reduce our impact on the environment. This includes the activities we carry out e
and those done by contractors. Every year, we produce a report setting out whether we met our ‘/
objectives, as well as any future plans to improve our environmental performance. EMAS

Universal Accessibility (UNE 170001)
Our commitment to make OHIM accessible to everyone, no matter their age or disability. For L

example, this relates to access to elevators, corridar widths, stairs and better signposting,
infermation channels and much more.

Complaints Handling (150 10002)
Our endeavor to handle complaints efficiently and offer comprehensive analysis and reporting,

so that we can continually improve the system.
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Cxema ako-ynpasneHusa u ayauta (EMAS)

Hawe ob6sa3aTenbCcTBO COKpalllaTh BO3AENCTBUE Ha OKpYXatlLyto cpeagy. OTo
OTHOCUTCS KakK K Halwlen paboTte, Tak 1 K paboTe Hawux noapagyuunkoB. Kaxabin rog Mbl
BbIMyCKaeM OTYeT, rae onuUcbiBaeTCH, HACKONbKO Mbl AOCTUIIIN CBOMUX Lieren, a Takke
nanararotcsa dygyLme nnaHbl No YNnyyLeHUo 3KONOrMYeckmx nokasarenemn.

YHuBepcanbHaa goctynHoctb (UNE 170001)

Hawe obsasatenbctBo caenate OHIM gocTynHbIM BCEM, HE3aBUCUMO OT BO3pacTa
nnn n3nN4eCcKoro COCToAHMS. ATO OTHOCUTCS, HaNpUMep, K 4OCTyNy K nudTam,
LUMPUHE KOPUOOPOB, KOHCTPYKLMM NIECTHUL, PacrnonoXeHnto o6o3HavYeHnH,
WHOPMaLMOHHBIM KaHanam 1 KO MHOromy Apyromy.

PaccmoTpeHue xanob (ISO 10002)

Hawe ctpemneHne apdekTMBHO paccmaTpuBaTh xanobbl, npeanaratb uUx
BCECTOPOHHUI aHann3 n 0TYETHOCTb NO HUM C TEM, YTOObI HEMNPEPBLIBHO yNy4LllaTbh
cucTemy.

3. PEKOMEHJIALIUHA

Ha ocHoBaHuMM pe3ynbTaToB, MOMYYEHHbIX U3 aHKeT MO YnpaBfieHU0 KayecTBOM, U
ApYrux AaHHblX, cobpaHHbIX BO Bpems npebblBaHUS MUCCMM B BeAOMCTBE, Obinn
paspaboTaHbl HEKOTOpPbIE pPeKoMeHZauMuM Mo MOCTPOEHUKD CUSTbHOM U 3GEKTUBHON
CuncTtembl ynpaBneHnsa kKayecTBOM.

4 ™ B ncxogHoMm PykoBoacTBe Mo kauyecTBy
[OOMKHA  w3naraTbCs  MOMWTMKA B
OTHOLLIEHWM Ka4yecTBa U LieNn, KOTopble
CTaBWT  OpraHu3auusi, OHO  TaKxe

PekomeHpauus 1 SBMSIETCA CNPaBOYHWMKOM [Afst  BCEX

KayecTBy NMOHATb OCHOBHbIE MPUHLUMbI Cuctembl
yrpaBneHns Ka4eCTBOM.

\ J MucaTb  cnegyeT  nerkum  Ans

NMOHUMAHNA A3bIKOM. ,D,aTb

onpepneneHnd cneunanbHbIM n

KIMto4eBbIM CIioBaM.
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Bonee nogpobHyto nHgopmMaumio o Cucteme ynpasreHUss KA4eCTBOM MOXHO HaWTu B
«PykoBogcTee no kavectBy» ( Quality Manual).

4 N\ B ncxoaHon lMonutuke kavectsa byaet
nsnaraTbCA HamepeHue opraHusauum
ynyywnTb CBOK CUCTEMY YyrpaBrieHus

kKayecTBoM B Oyayuiem. Monutnky
KayectBa HeobxoguMmo obcyantb M
PekoMeHOaUMS 2 cornacoBsaTtb C PYKOBOACTBOM
opraHusauuu.
PaspaboTtaTtb NonuTtuky B
Ony6nukoBaTb NonnTHKy KayecTBa.
OTHOLLIEHMN kadecTsa PacckasbiBaTb O MOMWUTMKE KayecTsa.

OHa AOmKHa BCENATb  goBepue
KNnueHTam, BOOXHOBIMIATb COTPYAHUKOB U
3aCTaBfATb  PYKOBOACTBO  MOBbIWATH
3¢ (peKTMBHOCTbL BEAOMCTBA.
\ ) MpoBoanTb HabnogeHus "
obecneunBaTb NpaBuUNbHOE MNOHMMaHWE
NONMUTUKN Ka4vyecTBa, COOTBETCTBME €€
TpeboBaHUAM AENCTBUI PYKOBOACTBA.

AHAAN3 PASAITIIIT
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OcHoBHble nNpuHUMMbLI [onMTUKN KayvecTBa M3MNOXeHbl B «PykOBOACTBE MO KayecTBy»
Quality Manual.

Monutuka kayectBa OHIM

OcHoBHaa ponb u Muccus OHIM  3akmioyaetcs B ObiCTpoM, 3(PPEKTMBHOM U HaOeXHOM npedocTaBrneHun npas
VHTEnNneKkTyaribHON COBCTBEHHOCTW, Y4uTbIBas MpuM 3TOM HeoOXOAMMOCTb AanbHeNlleil rapMoHM3auunM U KOHBEpreHuumn
npakTvk BHYTpu EBponerickoro Cot3a u C BHELWHVMU NapTHepaMu, a Takke B MOBbILEHWN KayecTBa, MpeackasyemocTy,
nocnefoBaTesibHOCTU, CBOEBPEMEHHOCTM U JOCTYMHOCTU CUCTEM TOBaPHbIX 3HAKOB Y MPOMbILLMEHHbIX 06pasLoB.

C uenbto BbinonHeHus ceoeit ponu OHIM cdokycvpoBan cBov ycunua B CTpaTernyeckom nraHe, B KOTOPOM M3naralTcs
Llenn BepomcTBa, JIMHUM AeicTBuii 1 KnioyeBble MHULMATUBLI, KOTOPbIX HEOOXOAMMO NpUAEpPXUBaTLCA ANS LOCTUKEHUS!
CTparerniyeckux Lene.

Mpu Tom, yTo BCce KntoueBble nHMLMaTnBbl 13 CTpaTernyeckoro nnaHa MMeoT CBOEN KOHEYHOW LieNnblo NOoBbILLIEHNE KayecTBa
npefocTaBnsgeMbiXx BeOOMCTBOM YCIyr, WHULMATUBbI, CBSI3aHHble C JIMHMen AencTBun 5 «YnydleHue n paclumpeHue
Ka4yecTBa (LenocTHOe kayecTBo)», 6onee geTanbHO KacalTCs COBEPLUEHCTBOBAHMS Pas3fiMyHbIX acreKkToB B3anMOLENCTBUsS
nonb3oartenen ¢ OHIM.

OHIM TBepao HamepeH cobntogate TpeboBaHusi ISO 9001 1 NOCTOSAHHO COBEPLLEHCTBOBAaTL 3PEKTUBHOCTL CBOUX CuUCTEM
ynpasneHus.

YTo kacaeTcs yny4lleHus kadectsa, To OHIM yaensieT ocoboe BHUMaHue cnedyoLlwym Lensm B obnactu kayecTsa:
- OnTumMunsaums 3¢pheKTUBHOCTM NPOLIECCOB
- PaclimpeHue Bo3mMoXHOCTeN ANA nonb3oBaTenen bnarogaps Npo3payHoCcTU BCeX NPoLLecCoB NPUHATUSA
pelLleHU B BeAOMCTBe
- KoopauHauus npakTMKu NepBO UHCTaHLMU C NpPaKTMKaMy AnennsuMoHHbIX NanaT U eBponenckux cyfoB
- WHTerpupoBaHue nonb3oBatenen B npoueccbl OHIM

*

* ¥
: '; OFFICE FOR HARMONIZATION

tt‘** IN THE INTERNAL MARKET

[TRADE MARKS AND DESIGNS)

MISSION OF OHIM

Efficient and reliable
delivery of Intellectual
Property rights.

Harmonization and
convergence of practices
within'the European
Union and with external
partners.

timeliness

accessibility

Ensuring the quality
of our decisions,
services, projects,
tools and relations
with users.

Empowering users
by making OHIM’s
decision-making
processes
transparent and
providing services
with a predictable
outcome.

Aligning first
instance practices
with Boards of
Appeal and European
Courts.

Optimising process
efficiency, doing
things quicker and
better, to meet
users’ expectations.

Providing a wide
range of tools to
make our services
available toour
users and
integrating their
workflows.

OHIM Quality Manual v.12.0 - 18/07/2014
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PaboTasi, CTpeMUTbLCSt K MPEBOCXOACTBY
[nsa yoosneTBopeHUs HalLMX norb3oBartenen
Mwuccus OHIM:
OddeKkTnBHOE N HageXHOe NpeaocTaBneHne
MpaB uHTENNEKTyanbHoOM cO6CTBEHHOCTU

rapMOHI/I3aLI,I/Iﬂ N KOHBEepreHuusa npakTtuk

BHyTpu EBponenckoro Cotosa u
C BHeLWHNUMU napTHepamu

MNonutuka

KauecTBa

KayecTtBO Mpenckasyemoctb | NocnepoBatensHocTb | CBoeBpeMeHHOCTb | [JOCTYNMHOCTb
Ob6ecnevyeHne MpepocTtaenexue KoopanHaumsa npakTuk OonTuMmmnsauus MNpenocTtaBnexve
KavyecTBa Hallnx BonbLKnx I'IepBOI7I WHCTaHUun c SQ)Q)GKTVIBHOCTVI 6onbLuoro
peLueHnin, ycnyr, BO3MOXHOCTEN npakTukamu npoLeccoB; AenaTb BCe | accopTUMeHTa
NPOEKTOB, nonb3oBartenamv anennAaunoHHbIX nanaTt 6bICTpee n nyyue, WHCTPYMEHTOB,

WHTCPYMEHTOB U
OTHOLLUEHUI C

nocpeacTsom GonbLuen
Npo3payHoOCTH BCEX

EBponevickux cynos

YTOObI
COOTBETCTBOBATb

YTOGbI CAEnaTh HaLK
ycnyru AOCTYNHbIMU

nonb3oBartenamu npoueccoB NPUHATUA oXnaaHnam anga nonb3oBaTenen
peLLIeHI/II7I, nonb3oBaTtenen N NUHTEerpupoBaTtb Ux
npegocTasneHne ycnyr pabouune npoLecchl ¢
C npeackasyemMmbiM Hawunmun
pesynbTarom
2 N\ Heobxooumo paspaboTtatb uenM B
obnactm kKadyectBa C TeM, YTOObl
oLeHMBaTb peanusauuio NONUTUKK
KayecTBa. 3710 nogpasymeBaeT
onpeaenexue Habopa uenen,
PekoMeHaaLms 3 paccMmoTpeHne TeKyLMnX YPOBHEN
- 3P PEKTUBHOCTHN " ycTaHoBrneHune
YcTaHoBneHue uenen no z
noaxoasLLmx LeneBbIX YpOBHEMN
Ka4ectay adppekTMBHOCTM. Heobxoammo obcyanTb
M cornacosatb UENMM B OTHOLUEHUMU
KayecTBa C pykOBOACTBOM Be4OMCTBA.
PacckasbiBaTb 0 LieNnsiX kKa4yecTsa.

MpoBoauThL HabnogeHus, YyTOOBI
obecneynTb MX NMOHUMaHWUE, MOHUTOPWHT,
OTYETHOCTb W  OTBETHble  [OeNCcTBUS
pykoBoACTBaA.

HekoTopble npumepbl uUenen B o0b6MacTu KavecTBa MOXHO HaWTM B Halewn
Cb6anaHcrpoBaHHON oueHo4YHOM KapToyke (Balanced Scorecard) 3a 2014 roa:
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2. Improve timeliness, predictability, consistency and additional dimensions of quality
as perceived by users
Indicator Name
211 !:TM timelinesa from reception to registration {no user an weeks 22 _ 22 23
interaction) -
2.1.2 |CTM COPPO decision timeliness oD weeks 10 24 2
2.1.3 JCTM Cancellation decision timeliness oD weeks 10 11 12
|AG refusal decision imeliness from re-examing AG
2.1.4 |objection (after first AG objection has been notified) to oD weeks 10 16.57 .l 25
notification of the AG refusal decision
IR TM registration timeliness from reception from
2.1.5 WIRO to registration oD weeks 45 - 45 | 44
P " working
2.1.6 |RCD Examination timeliness fast track files oo | "o 2 [ ] 4 |9 1
2.1.7 |RCD Invalidity decision timeliness (excluding Appeals) oD weeks 10 - T2\ 59
2.1.8 |Ex-pare Appeal decision imeliness for 100% of cases BOA months 16 - 88 ] 93
Inter-partes Appeal decision timeliness for 100% of .
2.1.9 casas BOA months 16 - 145 |0 133
RCD Examination timeliness from receplion to working
2.1.10 registration (no fast irack / no user interaction files) oD days 10 19 - 10
2.1.11 |Ex-parte Appeal decision imeliness for 75% of cases BOA months B - 64 | 4.03
Inter-partes Appeal decision timeliness for 75% of "
2112 p— BOA months 8 - 67 | 36
2.1.13 |Appeal reception timeliness BOA days 10 13 |0 85
CTM & RCD Recordals fimeliness (excluding user
2.1.14 interaction) osD days 10 15 13
2.1.15 |IR TM Registration Examination timeliness oD days 20 - 20 e |

2. T[loBbilleHWE CBOEBPEMEHHOCTW, MNpPeAckasyeMoCTu, MocreaoBaTeNnbHOCTU U
AOMOSTHUTENbBHbIX aCNEKTOB Ka4ecTBa C TOUKM 3pEHUSI NONb3oBaTeNeln

Kon [MokasaTtenb O6nactb EavHuua OT1an 2 kB-n 1 kB-n 2 kB-n
n3Mm.
211 CkopocTb npoussoactea no T3C oT npuema p[o Heaenwu 22 22 23
peructpauyum (6e3 B3aMMoaencTaus c
nonb3oBarenem)
2.1.2 BbICTpOTa NPUHATMA PELLEHNS NO ONNO3nULUK Hegenwn 10 24 21
2.1.3 BbicTpoTa NpuHATUS pelleHns no aHHynsuun T3C Hepnenn 10 11 12
214 Cpok NpuHATUS pelleHnss o6 oTkase no abc.oCH. ¢ Hepenu 10 16.57 25

BO3paxeHus o nepecMmorpe abc.ocH.(nocne
CoOGLLEHNSI NepBOro BO3paxeHus no abc.ocH.) Ao
yBegomreHusi 06 otkase no abc.oCHOBaHUAM.

2.15 Cpok peructpaums mexagyHapogHoro T3 oT nonyyeHus Hepenu 46 45 44
13 BOUC pgo pervctpauuu

2.1.6 Cpok akcnepTusbl 10 gen no «GbICTpOMyY NyTU» Pab6.gHu 2 4 1

2.1.7 CpoK NpUHATUA pelleHnsa no HegencteutensHoctn MO Henenn 10 7.12 8.9
(3a nckntoyeHvem anennsuum)

2.1.8 Cpok pelueHus no anennsauum ex-parte (6e3 yyactus Mecsubl 16 8.6 9.3
cTopoH) anst 100% gen

219 Cpok pelueHust no anennauum inter partes (C y4actmem Mecsiubl 16 14.5 13.3
ctopoH) anst 100% gen

2.1.10 | Cpok 3akcneptu3bl 1O OT nonyyeHns Ao perncrpauum Pab6.gHu 10 19 10

(6e3 BbicTporo nyTu/6e3 chanos No B3aUMOAENCTBUIO
C nonb3oBarenem)

2.1.11 | Cpok peleHus no anennsaumun ex-parte (6e3 yvactus Mecsiubl 8 6.4 4.03
CTOpPOH) Ans 75% gen

2.1.12 | Cpok peLieHusi No anennsauuu inter partes (c yyactunem Mecsiubl 8 6.7 5.6
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CTOpPOH) Ans 75% pen
2.1.13 | Cpok nonyyeHus anennsyum OHu 10 13 8.5
2.1.14 | Cpok BHeceHus 3anmcen o T3 wu [1O (Bes OHn 10 15 13
B3anmopgencTeums ¢ nonb3oBaTenem)
2.1.15 | Cpok aKcnepTu3bl pernctpaummn mexgyHapogHoro T3 OHn 20 20 21
4 N B XapTum ycnyr nanararTcs

obsasatenbcTtBa  opraHusaumm nepeg
CBOMMW KIMEHTaMKn. 340eCb OMUCbIBAKOTCS
npegocraBnsemMble ycnyru, YPOBHMU
3 PEKTUBHOCTH, Ha KoTopble
opraHmsauus HauerneHa, Tekywme ypoBHU
3P PEKTUBHOCTU (ECNN OHU YXKE U3BECTHDI,
B MNPOTMBHOM Cfyyae, yKasaTb [aHHble,
KOTOPbIMW OHW U3MEpPSTC B XapTum
ycrnyr), U KaHanbl CBSA3W ONs1 KIMEHTOB,
yepe3 KOTopble OHW MOryT nogaBaTb

PekomeHpauus 4
PaspaboTtatb Xaptuto ycnyr

L J XanoObl, 3anpawuBaTb MHOPMALMIO,
y3HaBaTb O XO[e PacCMOTPEHUS 3asiBOK U
T.0.

XapTuio ycnyr Heobxoaumo o6cyauTb M cornacoBaTb C PYKOBOACTBOM BEAOMCTBA.
OHa pomkHa BCenaTb JOBepue B KIMEHTOB, BAOXHOBMSATb COTPYAHMKOB U 3aCTaBnAaTb
PYKOBOACTBO YynydwaTb 3(pdEKTUBHOCTb OKa3aHUS YCryr WM MoBblWaTb CTeneHb
YA0BNETBOPEHHOCTUN KIMEHTOB.
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OHIM's Service Charter defines what users of our services can expect from us. It sets measurable
standards in three areas

= Timeliness: the time it takes to deliver such services as registration, opposition, cancellation or appeals

= Accessibility: how quickly and how well we make services available to users via phone and email, and the
availability of our e-business services. We have also set up a dedicated User Contact Service to handle user
queries, incidents, suggestions and complaints

= Quality of decisions: how the quality of our decisions measures up against agreed quality criteria

The Service Charter measures our performance against the standards on a quarterly basis. We revise our standards
annually to reflect feedback from users.

In the Service Charter, the performance of the Office against each individual standard is represented by a colour. Red
means that actions need to be implemented to get the performance back on track; blue means that we comply with
the expected performance level; and green means that the performance is achieving our excellence level.

cTM CTM: Mon Straightforward ~ CTM: Oppos/Cancels IR IR: Non Straightforward RCD

Appeals IP Management  Accessibility Fast Track  Glossary  Actions

Maximum time 99% Cases  [=]

Timeliness of 29% of cases and Quality

Ve Lilive 2039: Laular o8 muuze Sbzechye 20040 Eucelans @i
" Acoors Neod w1l wenks AL Lz Missad

Qmpectve 20U4: Excel
Lz P

LT
— (291} (= {73 {73
A
e (£
aapeliEl L2
[ ML 1373
29} LeF —
A EUN A Ay Eal Al Euh) EUb] AT Lo mas Pty mas nms ane
¢ W L ™ ai ar a M " i o a: as o ar
From Recegban Ta Examination Done|  Fram Reception To Examination From Recegtion To Registratior
CTM
Straightforward CTM Swamnaton Mocsidings Laity’ FTM N5 Dresnre Quslty
%1% A

P Lol R

A

XapTtus ycnyr OHIM

B Xaptum ycnyr OHIM onucbiBaeTcs, Yero MOryT oXXuaaTb OT Hac Hawlu nons3oBatenun. B Hel 3apgatoTcs
n3mepsiemble CTaHgapTbl Mo Tpem obnactam

e CBoeBpeMeHHOCTb: Bpemsi, Heobxogumoe Ansi OKasaHus TakWX YCNyr, Kak perucrpauus,
Onno3unUusi, aHHYNMpPOBaHWE UMy anennsaums

e [lOCTYMHOCTb: HacKONbKO GbICTPO M HACKOMbKO XOPOLIO Mbl MpedocTaBnsieM Morib3oBaTensm
ycnyr no TenedoHy 1 ar1eKTPOHHOI NoyTe, rOTOBHOCTb K paboTe Halmux e-business ycnyr. Mbi
Takke cosganu crneuuanbHylo KoHTakTHylo cryxOy Ans nonb3oBaTtenei Ans pacCMOTPEHUs
BOMPOCOB OT Norb3oBaTenei, UHLUUAEHTOB, NpeanoXeHuit 1 xanoob.
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. KauecTtBo peLueHvu7|: KakK Ka4eCTBO HalluxX peLIJeHI/IIZ N3MepPAETCA No corfiacoBaHHbIM KPUTEPUAM
Ka4yecTBa.

XapTvm ycnyr exeksapTalibHO nsmMmepsaeT B COOTBETCTBMM CO CTaHO4apTaMn Hally pa60Ty. ExxerogHo mbl
nepecmartpmnBaemMm CBou CtaHOapTbl C y4€TOM MHEHUA nonb3oBaTenen.

B XapTMM ycnyr UCNonHeHune Kaxaoro otAaenbHOro CrtaHgapta oTMedaeTcd onpeneneHHbIM LBeTOM.
KpaCHblﬁ LUBEeT o3Ha4aeT, 4YTo HeO6XOp.I/1MO npeanpuHATbL Mepbl, YTOObI UCMOMNHEHNE BEpPHYIOCb K HOpME;
CWUHWA LBET O3Ha4yaeT, YTO Mbl COOTBETCTBYEM OXMOAeMOMY YPOBHIO WUCMNONHEHUA; 3eneHbln uBeT
O3Ha4vaeT, 4YTO UcnosiHeHne I'IpM6J'IM)KaeTC$| K YPOBHIO «OTITUHHOY.

r N TexHonmorMyeckme  cCxembl  KacarTcs
BUOOB [AEATENbHOCTU, OnpenensioLwmx,

PekomeHaauusa 5 yTO NMEHHO aenaet BusHec
CocTaBUTb TEXHOMOMMYECKYHO nogpasaeneHve, KTO HeceT
CXeMy NpoLIeCCoB U OTBETCTBEHHOCTb, Kakoro cTraHgapTa
NepecTpyKTypUpoBaTh [OIDKEH MPUOEPXKUBATLCH ONpeaeneHHbIN
NOKYMEHTALMIO MPOLECC U, Kak MOXHO WU3MEepUTb ycrex

ounsHec npouecca. Heobxogumo

\ y onpenenuTb X0351eB npotiecca,
paspaboTtaTtb AOKyMEHTaUMIO:

WHCTPYKLMW, NPOTOKOSbI, LWAGMOHbI.

CocTaBrneHne TeXHONOMMYECKNX cxeM («kapTmpoBaHuney) B OHIM:

B.01 - Manage Community Trade Marks Version: 5717, 0110912014 | | 3} Download PDF
Proces 50 o

Process card

Description of the high-level process Somy Vamend
owned by one or more department

Itis a PDF document generated
automatically by the MS website containing
the process workflow, activity
descriptions and details about
performance indicators and quality
controls

OHIM Process Overview
Unique image showing the main OHIM
processes and their relation within the
OHIM Management systems.

Opposition o
e > bulletin
published

Dt e-business
Support
2 =
Decision
Opposition
Oppo not filed not
appealed rofused
AR —
e-business i
limited

r 2

——

C SEPCRTING FROCESSE
Fowcmd omston | icary
ooty Toowotoy | Blopsscr
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< N Ons ynpasneHus npoLeccamm
MCMONb3YITCA MoKasaTenu MCMOoNHEHUs.
PexomeHpauus 6 JlomkeH wumeTbca  XoTd  6bl  OaWH
nepecMoTpeTh KIoYeBble nokasaTens, OTpaKatoLLMii
nokasaTenu UCMOSHEHUS 1 3dhpekTMBHOCTL Npouecca. C nomoLbio
NPUBS3aTH NOKa3aTeny 9TUX  nokasaTeneli  KOHTPONMPYeTCs
KaueCTBa K NpoLeccam Ans [OCTUXEHWe Leneil v [0BOANTCA [0
cBefeHUs nonb3oBaTeneil.
JTYHLLUEro KOHTpOns Hal Monb3oBaTenn B OTBET BbICKA3bIBAOT
9P PEKTUBHOCTLIO 1 Ka4ECTBOM ) CBOM 3aMeyaHusi, YTO CcO3daeT HOBbIN

UMK, B KOTOPOM BegomcTBO NOCTOSIHHO
COBEpPLUEHCTBYETCA B TOM HanpaBli€HUN,
KOTOpOro Tpe6leT nonb3oBaTersin.

HeKOTOpre npumMepsbl nokasaTenemn UCNosHeHns, NPUBA3aHHbLIX K nNpoueccaMm.

Home | Performance Indicators
T Search
Search Type Process Work Instruction
o] Qs
quality (
time
volume
reset
1090 performance indicators available.
Displaying 4 resulis el
Performance
Process  Work Indicator / Basformance
Code Instruction I  Measurement Type Reported fo
AD1 P1  Strategy time Strategy Implementation Strategy Implementation http:finsite. prod.cami.ewthe-ohim/ohim-
Implementaticn Team Team programme-pack
rate {OHIM
Tubes)
AD1 P2  Balanced volume CQMService/Departments QMService/Departments http:finsite. prod.cami.ewthe-chimichim-
Scorecard strategy/balanced-scorecard-bsc
AD P3 Service Charter time QMSenvice/OWOSDIBITA  QMService/ODIOSDIBITA | hitps:/foami.europa.eufchimportal/enfquality
AD1 P4 | Work Programme time CQMService QMService hitp:finfoviewBOE/Info\iewApp
overview
& Excel
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- ™ OpraHusaums morna Gbl NPOBECTU ONpoC

cpeau nonb3oBaTtenemn no nx

yOOBNETBOPEHHOCTH ycnyramu, n

PekomeHpgauus 7 NpoBOANTL TaKoW OMNpPOC creayeT Ha
HayaTb npoBOAUTL BCTPEUMN U perynspHou OCHOBeE. OpraHuzauum
Onpockl cpeau nornb3osarenen cneflyetr  npoeecth  onpoc  cpeau

nonb3oBareneun o6 nx
yAOBNETBOPEHHOCTM c HamMepeHnem
NpoBOAUTbL Takon onpoc perynspHo. O6
. v onpoce KnuMeHTam crnegyet coobwntb
3abnaroBpeMeHHO, pesynbTaTbl
HeobGxoOuMO  npoaHanuM3MpoBaTtb,  NO
nToram onpoca pPYKOBOACTBO [OSTKHO
NpeanpuHSaTb OENCTBUSA ANsa  yrnyyleHus
cuTyauum u  coobwmnTb KnneHtam 06
nTorax.

06 1X yOOBNETBOPEHHOCTH

Ha Be6 cante OHIM MOXHO HaWTM onybriMkoBaHHble OMNPOCLI Morfb3oBaTenen o6
yOOBNEeTBOPEHHOCTMU:

https://oami.europa.eu/tunnel-
web/secure/webdav/guest/document_library/contentPdfs/about ohim/quality/uss_execu
tive summary 2012 en.pdf

Methodology

The methodology applied make it possible to ascertain the level of user satisfaction and the priority action
areas, as well as users' degree of commitment to the OHIM.

Effects on business
results

1t

Behaviours: intention to act in the medium term in
their business relations

Environment /

' ‘ competence
modifiers

[ Attitudes: predisposition to behave in a particular ]

way in their business relations with the company

R
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MeTogonorua
MpumeHsemasa MeToa0/10rMA NO3BOIAET ONPeAe/IUTb YPOBEHb YA0BNETBOPEHHOCTU NOAb30BaTe el u
obnacTn, B KOTOPbIX HEOHXOAMMO NPeAnPUHATL AENCTBMA B NEPBYIO O4Yepedpb, a TakKe CTeneHb

noBsepwusa nosibzosatenet K OHIM.

BospelictBue Ha
BusHec pesynbTathl

MoBefeHWe: HamepeHue AeNCTBOBATb B CPEAHECPOYHOMN
NepCcrnekT1Be B 4e/10BbIX OTHOLIEHUAX

Cpepa/
MopudukaTtopbl
KomneteHumit
OTHOLWeEHME: npeapacnosioxXeHHOCTb rCl,el‘;ICTBOBE:\TI:: onpeaeneHHbIm
06pa3om B A€/10BbIX OTHOLWEHUAX C KOMMAHWEN
Bocn PUATUA: TO, YTO YYBCTBYHOT KNINEHTbI
OnbIT KIMEHTOB B UX B3aMMOOTHOLLEHUAX C KOMNAHUEN
» -*
Overadll Satisfaction
CORE BUSINESS INFORMATION
CTM - .
RCD Professionalism
LEVEL 2
APPEALS S
REGISTER I
O6LLI,aﬂ YAO0B/ETBOPEHHOCTb
YposeHb 1 OcHoBHOW 6U3Hec O6pa3 OHIM COTpyLHUKM Kanobol NHpopmaums
YpoBeHb 2 Peectp MNpodeccmoHanmam
anennaymii no T3 KomneTeHTHOCTb...
n no
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M Satisfied (Very Safisfied + Satisfied) M Neither satisfied nor dissatisfied M Dissatisfied (Very dissatisfied + Dissatisfied)

100 % 89 9%

80 %

0% 10%

Fo 6%

Tofal users: 1 204

Owners: 619 Agents: 585

100 %

Progression 2005 - 2012
89 % 89 %
9 % 4 . 4

ey 7% . % 0% - T m% L g%

80 % - ' 69 % 70 % :

50 % + 62 % 63 % . ; : |

2005 2006 2007 2008 2010-2011 2012
~B-Owners  —k— Agents
CuHUI: 00BOJIbHbI (O4€Hb 40BO/IbHbI + 40BO/IbHbI)
KopuyHeBbIN: HU HEAOBO/bHbI, HUA A0OBOJIbHbI
3eneHbli: Hef,0BO/IbHbI (O4eHb HEA,0BOJIbHbI + HEA0BO/IbHbI)
Monb3oBaTtenu Bnagenbupbl AreHTbl

4. APYI'ME INIPEAJIOKEHUA

NmeeTtca n MHoro gpyrmux cnocobos ykpenneHna Cuctembl ynpasrneHns kKaueCcTBOM:

=  [lybnukaums uenen no Ka4ecTBy M OCHOBHbLIX NoKa3aTernen Ha Beb canTe.

= [locTpoeHne OTAENbHOW BHYTPEHHEW CETM WHTPaAHET, Ha KoTopou Oyaer
nybnvkoBaTbCA AOKYMEHTaUMs, cBa3aHHass ¢ CucTtemMon ynpasneHnst Ka4ecTBoM
(CYK), n kotopasa 6yaet ooCTynHa BCEM COTPYAHMKAM.

= BkniouyeHne BonpocoB no CYK B nogrotoBuTesnbHble MpOrpammbl  ANis
COTPYOHUKOB.

= CosgaHne Cuctembl ynpasneHusi KOPrnopaTUBHBIMU PUCKAMM.

5. NPUJIOXEHUA
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= B.01 - YnpaeneHue npoueccamm, CBA3aHHbIMU C TOBAPHbIMM 3HAKaMm
CoobuiecTBa
* [lpoekT «Paboyen NHCTpykumnmn no akcneptnse T3Cx»
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