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SUMMARY 
 

This document proposes a gap analysis and number of recommendations to consider 

for modernisation (improvement) of Quality Management in relation to the 

ROSPATENT. 
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1. INTRODUCTION 
 

The gap analysis and recommendations presented in this document have been 

prepared as a result of the Fact Finding Mission which took place in July 2014. 

2. GAP ANALYSIS 
 

Having regarded the findings from the Questionnaire on Quality Management 

ROSPATENT, the strengths, weaknesses, opportunities and threats in the office have 

been evaluated as follows: 

 

Strengths 

▪ High number of trade mark and design applications 

Year 2010 2011 2012 2013 

TM applications 56848 59717 61923 64928 

 

 

Year 2010 2011 2012 2013 

Design applications 3997 4197 4640 4994 

 

▪ Large number of examiners: 

o 86 examiners for trademark examination 

o 43 examiners for design examination 

▪ Annual and long-term action plans aimed at examination quality improvement, 

optimization of the technology for processing of applications and use of new IT 

developments 

▪ Formal Quality controls in place – internal and external 

▪ Quarterly monitoring of quantitative indicators 

▪ Monitoring of Quality of state services provided: 

o Level of satisfaction with timeliness for provision of state services 

o Level of satisfaction with working hours in ROSPATENT 

o Level of satisfaction with communication with staff members 

o Level of satisfaction with quality and accessibility of provision of state 

services 

o Level of satisfaction with the costs related to provision of state service. 
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▪ Indicators available to the public: 

o Number of applications/registrations 

o Number of complaints 

 

Opportunities 

▪ Establishment of Quality objectives (e.g. Time from Reception to Examination) 

 
Relevant data are measured internally and eventually published online (https://oami.europa.eu/ohimportal/en/quality)

 
 

▪ Process mapping and restructuring of process documentation:  having the 

Quality Manual as basic document explaining the structure of the system, the 

documentation can be restructured using a hierarchy. 

 

https://oami.europa.eu/ohimportal/en/quality
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▪ Performance management (KPIs and statistics) 

 
  As for the process documentation structure, also performance may follow a hierarchy for reporting: 

 
 

▪ Improve customer feedback tools: 

▪ customer satisfaction surveys 

▪ customer group meetings 

▪ complaints process 

 

▪ Formal corporate risk management 

 

▪ ISO 9001 or any other standard for management system can be used as 

international best practice reference. Certification is optional. 
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3. RECOMMENDATIONS 
 

Following the results from Questionnaire on Quality Management and other findings 

from the mission in the Office, there are several recommendations for building a strong 

and effective Quality Management Systems. 

 

 

The initial Quality Manual will set out 
the Quality Policy and objectives of the 
organization and it is also a reference 
for all stakeholders who want to 
understand the fundamental principles 
of Quality Management System. 
Use language easy to understand. 
Define specific and key words that need 
to be defined. 

 
 

More information on Quality Management System you can find in the Quality Manual. 

 

 

 

 

The initial Quality Policy will set out the 
organisation´s intentions to improve its 
quality management in the future.  
Review and agree the Quality Policy with 
the management team.  
Publish the Quality Policy. 
Communicate about the Quality Policy. It 
should reassure customers, inspire the 
staff and challenge the management 
team to drive forward the performance of 
the Office. 
Follow-up to ensure that the Quality 
Policy is understood and those 
management actions are aligned to it. 

 

 

 

 

 

 

Recommendation 1 

To develop a Quality Manual 

 

 

 

 

Recommendation 2  

To establish a Quality Policy 

 

 

 

 

 

https://oami.europa.eu/ohimportal/en/quality


 

Gap analysis 
Recommendations 

7 of 14 

 

 

 

 

 

 

 

The fundamental principles of the Quality Policy are contained in the Quality Manual. 

 

 

The OHIM Quality Policy 

 
The main role and mission of OHIM is the fast, efficient and reliable delivery of Intellectual Property rights, while taking 
into consideration the need to promote further harmonization and convergence of practices within the European Union 

and with external partners, and to increase quality, predictability, consistency, timeliness and accessibility to the trade 
mark and design system. 
 

In order to fulfil its role, OHIM’s efforts are focused through a Strategic Plan that states the Goals of the Office, sets 
Lines of Action and identifies Key Initiatives to be followed in order to achieve the Strategic Goals. 
 

While all the Key Initiatives of the Strategic Plan have as their ultimate objective to enhance the quality delivered by the 
Office to all its stakeholders, in particular the initiatives related to Line of Action 5: “Improvement and Broadening of 
Quality (Holistic Quality)” focus more closely on improving specific aspects of the user’s experience when interacting 
with OHIM. 

 
OHIM is committed to complying with the ISO 9001 requirements and to continually improve the effectiveness of its 
Management Systems. 

 
In terms of quality and improvement, OHIM will especially focus its attention on the following quality objectives:  

- Optimising process efficiency 

- Empowering users by making OHIM´s decision making processes transparent 
- Aligning first instance practices with Boards of Appeal and European Court practices  
- Integrate users into OHIM practices 

https://oami.europa.eu/ohimportal/en/quality
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The Quality Objectives will be defined to 
assess the implementation of the Quality 
Policy. This involves identifying the set of 
objectives, reviewing the current 
performance levels, and establishing 
appropriate target levels of performance.  
Review and agree the Quality Objectives 
with the management team. 
Communicate about the Quality 
Objectives.  
Follow-up to ensure that they are 
understood, monitored, reported and 
responded to with management action 

 

Some examples of quality objectives can be found in our Balanced Scorecard 2014: 

 

 
 

 

 

 

 

 

Recommendation 3 

To establish Quality 

Objectives 
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The Service Charter will set out the 
organisation´s commitments to its 
customers. This includes specifying the 
services provided, the performance levels 
that the organisation is committed to 
providing, the current performance levels 
provided (if these are known, otherwise 
the date by which they will be reported in 
the Service Charter), and the customer 
service channels available to customers to 
make complaints, request information, 
enquire about the progress of applications, 
etc. 

Review and agree the Service Charter with the management team. It should reassure 

customers, encourage the staff and challenge the management team to improve 

service delivery performance, improve customer service and raise customer 

satisfaction. 

 

 

 

 

 

Recommendation 4 

To establish a Service Charter 
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Process mapping will refer to activities 
involved in defining what a business entity 
does, who is responsible, to what 
standard a process should be completed 
and how the success of a business 
process can be determined. Define 
process owners and develop 
documentation needed – work 
instructions, templates, records. 

 

 

Recommendation 5 

To map processes and 

restructure process 

documentation 
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Process mapping at OHIM: 

 
 

 

 

 

Performance indicators are used to 
manage the process. There should be at 
least one indicator that is concerned with 
process effectiveness. Achievement 
against goals is monitored through them 
and communicated to Users. This then 
leads to a fresh User input, thus creating 
a cycle in which the Office continually 
improves in the direction that its Users 
demand. 

 
 

Some examples of the performance indicators register linked to processes: 

 

 

Recommendation 6 

Review KPIs and link 

indicators/quality controls to 

processes to monitor efficiency 

and quality 
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The organisation will carry out a customer 
satisfaction survey, with the intention of 
repeating the survey on a regular basis. 
The survey should provide for 
communication in advance to customers, 
analysis of results, a considered 
management response including actions 
to make improvements in performance, 
and communication of the outcome to 
customers. 

 

For better illustration, you can find the example of User satisfaction survey published in 

the OHIM website:  

https://oami.europa.eu/tunnel-

web/secure/webdav/guest/document_library/contentPdfs/about_ohim/quality/uss_execu

tive_summary_2012_en.pdf  

 

 

Recommendation 7 

To initiate customer satisfaction 

surveys/customer group 

meetings 

 

https://oami.europa.eu/tunnel-web/secure/webdav/guest/document_library/contentPdfs/about_ohim/quality/uss_executive_summary_2012_en.pdf
https://oami.europa.eu/tunnel-web/secure/webdav/guest/document_library/contentPdfs/about_ohim/quality/uss_executive_summary_2012_en.pdf
https://oami.europa.eu/tunnel-web/secure/webdav/guest/document_library/contentPdfs/about_ohim/quality/uss_executive_summary_2012_en.pdf
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4. OTHER SUGGESTIONS 
 

There are many other ways how to bolster a Quality Management System: 

▪ Publish quality objectives and main indicators on the website. 

▪ Build a separate intranet where to publish Quality Management System (QMS) 

documentation to be accessible to all staff. 

▪ Include QMS in staff training programs. 

▪ Establish a Corporate Risk Management. 

 

5. ANNEXES 
 

▪ B.01 - Manage Community Trade Marks process 

▪ Draft of “Examine CTM application work instruction” flow 


