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Title Quturn Budget Budget % of Change Outlook Outlook Outlook
Chap. HEADING 2008 2009 2010 rotal Budget 2010 2011 2012 2013
Article| budger Budger 2009

ltem
2 BUILDINGS, EQUIPMENT AND MISCELLANEOUS OPERATING EXPENDITURE
20 INVESTMENTS IN IMMOVABLE PROPERTY, RENTAL OF BUILDINGS AND

ASSOCIATED COSTS

200 |Rent 1.934 924,27 2 020 000 2 050 000| 0.56 % 149 % 1540 000| 1 009 000| 1034 000
201 |insurance 72.089.46 74 00( 68 000 002 -8.11 %) 65 000| i6 000| 8 000
202 |Water, gas, elecuicity and heating 966.927,72) 1023 00 1240 000 034 21,21 %) 1 367 000| 1421 000| 457 000
203 [Cleaning and maintenance 1.312.399.41 1463 00 1638 000 0,45 11,96 % 1 674 000 1 716 000| 1759 000
204 _|Fimting-out of premises 684 153,63 7 146 00 10 425 000, 285 4589 %) 5 277 000| 4 410 000
205 |Security and surveillance of premises 1.231.492.91 1274 00 1453 000 040 1405 % 1230 000| 1 266 000 1304 000
208 Other expenditure preliminary to the consuruction of buildings, the acquisition of 330253,80 817 000 285 DDO| 0.08 % 5512 % 124 000| 43000 42 000
L immovable property or the fitting out of premises

09 |Other expenditure on buildings 28943 56 15 000 1 EID_Ol 0.00% -26,67 %)| 14 000| 14 000 14 000|
20 Total Chapter| 6571.184.76 13 832 000, 17 170 000, 470 % 2413 % 11 291 000 5 945 000| 6 089 000
|21 DATA PROCESSING

10 _|Computer cenire operations | |
2101 [Computer centre - Licences and - Central software 457347877 2 387 000] 2 374 000 0,65 %)| -0,54 % 2 150 000 2 000 00O} 1 850 000

102 [Computer centre operations - Acquisitions and maintenance - Central hardware 2.057.089,33] 1392 000] 1852 000 0,51 %| 33,05 % 1 700 000| 1 500 000| 1400 00O

10 Total Article 6.630 568,10 3779000 4 226 m‘ 1,16 %) 1183 % 3 850 000| 3 500 000| 3 250 000

1. Services of computer operations siaff | |

0_|Services of computer operations staff - Helpdesk / Support 2.322.046 97| 2 402 00| 2 200 000 0,60 -8.41 %] 2 200 000 2 100 000} 2 100 000
1_|Services of computer operations staff - Production 2.803.326 88| 3 045 00| 3 350 000 092 10,02 % 3 300 000| 3 200 000| 3 100 000
5 _[Services of computer operations staff - Miscellaneous 624.185,00 780 00 1 000 031 4551 %| 1000 000| 00 000 800 000
Total Article 5749 558,85 6 227 00l 6 000] 183 7,36 % 6 500 000| 6 200 000| 6 000 000
214 |Analysis, programming, preliminary analysis and special projecs handied ouiside
2140 |Analysis, programming, preliminary analysis - E-Core Business and other Core Business 2.574.575,84 4493000 1500000 041% -66,61 %| 1350 000| 1200 000| 1050 000
2141 _|Analysis, programming, preliminary analysis - Maintenance of application: 8098 734,05 8778000 11 690 000, 3.20 % 3317 %) 10 800 000 9 900 000| 9 000 000
2142 |Analysis, programming, preliminary analysis - Support, Resource Management and others 728.037 47 884 000 760000 021% -14,03 %| 750 UUE‘ 700 00O 600 000
214 Total Article| 11.401.347.36 14 155 000 13 350 000 382% -1.45 %) 12 900 000| 11 800 000| 10 650 000
2 Total Chapter| 2378147431 24 161 000 24 861 000] 6.80 % 290 % 23 250 000 21 500 000| 19 900 000,
|22 MOVABLE PROPERTY AND ASSOCIATED COSTS
0 [Tech I equi and i
2200 :ﬁ:.ﬁ;:ﬁiﬁs replacement, hire, maintenance, use and repair of technical equipment 11343494 102 000, 418 000 011% 309,80 % 131 000 134 000) 128 000
Electronic office equipment 1.076.870.46 1147 000 844 000] 023% 2642 % £00 000| 770 000| 740 000
220 Total Atticle] 1520 305,40 1249000 1262 000) 035 % 1,04 % 931000 504 000 375 000
221 __|Furniture _‘
2210 |New purchases, replacement, hire , maintenance, use and repair of furniture 180.373,27) 824 000 363 000| 0.10 %| -55,95 % 131 000| 115 000| 119 000
221 Total Article 180.373,22 824 000| 363 000 0,10 %) -55,95 %, 131000 115 000 119 000!
223 |Vehicles
2230 |New purchases, replacement, hire, maintenance, use and repair of vehicles 27.681,49 59000 71 000 0,02 % 2034 % 32 000| 72 000| 33 000
223 Total Article 27.681,49 59000 71 000| 0,02 %| 20,34 % 32 000 72 000 33000
225 |Documentation and library expenditure
2250 [Documentation and library expenditure 165.189,83) 185 000 185 000 0,05 % 190 000 195 00| 200 000
225 Total Article 165.189,83 185 000| 185 000 0,05 %| 150 000 195 00 200000
22 Total Chapter 1.893 549,94 2 317 000 1881000 0.51 % -18.82 %, 1284 000 1286 000 1230 000
23 CURRENT ADMINISTRATIVE EXPENDITURE
230 |Srationery and office supplies 355.999,99 388 000| 404 000 0,11 %) 412 % 409 000] 420 000 430 000
232 |Financial charges
2320 |Bank charges and other financial charges 42.493,36 90000 145 000 0,04 %| 61.11% 155 000, 160 000 175 000
232 Total Article 42.493.36 90 000) 145 000| 0.04 %| 61,11 % 155 000| 160 000| 175000
233 |Legal 29.000,00 45000 95 000 0,03 %)| 111,11 %, 97 000| 99 000| 101 000
234 15000 30 000 0,01 %) 100,00 % 31 000| 32 000| 32000
235 |Other operating expenditure
2350 |Miscellaneous insurance 6.150,30 6000| 18 000| 0,00 %)| 200,00 % 13 000, 18 000| 18 000
2351 [Uniforms and working clothes 5.938,60 6000 -100,00 %
2353 | D removals and d handling 149.238,08 131 000| 506 000 0,14 %)| 286,26 % 93 000| 44 000| 46 000
2358 [Other services and operating expenditure 323.879,09 803 000 922 000 0,25 % 14,82 % 872 000 903 000 897 000
2 Total Article 485.207,07 946 000 1446 000 0,40 %)| 52,85 %, 933 000 971 000| 961000
Services rendered between instiwtions
12391 |[Services rendered by interpreters 203.600,00 228000 306 000 0,08 % 3421% 340 000| 322 000, 330 DD_D|
2382 |Translation 1.887.318,86 2585000 3072000 0,84 %) 18,84 % 2 932 000 3041000 3 102 000
238 Total Article 2.090.918,86 2813000 3378000 0,92 %)| 20,08 % 3322 000 3363 000 3432 000
23 Total Chapter| 3.003.619, 4 297 000 5498 000 1.50 %| 27.95 %, 4 997 000, 5 045 000, 5131000
24 POSTAL CHARGES AND TELECOMMUNICATIONS
240 |Postal and delivery charges 756.244,25] 400000 360 000 0,10 % -10,00 %, 325 000 295 000 265 000
241 |Telecommunications 1.277.000,00 1550000 1750000 0,48 %| 12,90 % 1700 000 1600 000 1530 000
24 Total Chapter| 2.033.244 25 1950000 2110000 0,58 %| 821% 2 025 000, 1895 000, 1795000
[25 [EXPENDITURE ON FORMAL AND OTHER MEETINGS
250 |C ' g and ings in general 326.358,00 869 000| 597 000 0,16 %| -31,30 %, 657 000 486 000 643 000
255 ex) ‘ onthe of and participation in conferences, 82.000,00 | _ | | i
congresses and
25 Total Chapter 408.358,00 869 000| 597 000 0,16 %) -31.30 % 657 000 486 000 643 000
26 STUDIES, SURVEYS AND CONSULTATIONS
260 _|Limited consultations, studies and surveys 4.644.325 91 3643000 3201000 0.88 %)| -12.13 %, 2843000 2 546 000 2 250 000|
26 Total Chapter| 4.644.325.91 3643000 3 201 000, 0.88 %| -12.13 % 2 843 000, 2 546 000, 2250000
2 TOTALTITLE| 4233575645 51 069 000, 55 318 000, 15,13 %, 832 % 46 347 @‘ 38 703 000] 37 038 000
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Title Qurtturn Budget Budget % of Change Outlook Outlook QOutlook
Chap. HEADING 2008 2009 2010 toral Budgert 2010 2011 2012 2013
Arlicle| budget Budger 2009

Item

EXPENDITURE RESULTING FROM SPECIAL FUNCTIONS CARRIED OUT BY THE

4 COMMUNICATION, PROMOTION AND INTEGRATION
[341 | Communication and promotion

410 | External Communication 100.344 93 344 000| 424 000 0,12 % 23.26 %) 401000 428 000 404 000|
3411 E;(;::;dnure on prometion of the Office, the Community trade mark and the Community 319 000 172 000! 0.05 % 46,08 % 173 000! 192 000| 174 000|
[3a1_| Total Article 100.344,93 663 000| 596 000 0,16 %)| -10.11 %| 574 000 620 000 578 000|

Cooperation

420 | Expenditure on cooperation activities with the EU Member States 297589817 5419000 £ 094 000 2,21 %) 49.36 % 7 428 000 £ 973 000 6 977 000

421 _|Expenditure on cooperation activities with third countries 250000 25 000 0.01% -90.00 %| 26 000 27 Oﬁ‘ 27 000

4 C Fund p.m. pm pm p.m |
342 Total Article 2.975.898,17) 5 669 000 8119 000 222% 43.22 %) 7454 000 7 000 000 7004 @l
34 Total Chapter| 3076 243,10 6332000 8715000 238% 37.63 %) 8028 000 7 620 000 7 582 000|
15 EXPENDITURE REGARDING THE COMMUNITY TRADE MARK AND DESIGN

REGISTRATION PROCEDURE

350 | Search reporis 6.446 400,00 410000 912 000 0,25 %) 122,44 % 891000 891000 891 000|
252 Translation of Community Trade Mark and Design applications and cancellation

procedures

3521 |Translation of Community Trade Mark applications 25.465.000,00 26 445 000 25 220 000 6,90 %) -4.63 %) 24 393 000 24 509 000| 24 620 000|
3522 |Translation of applications for Community Designs and cancellation procedures 58.000,00] 76 000 75 000 0.02 % -1.32 % 76 000 78 000 79 000
352 Total Article| 25 523 000,00] 26 521 000 25 295 000| 6,92 %) -4.62 %) 24 469 000, 24 587 000 24 99 000
357 |E it on external services relating to Comn Trade Mark and Design 1.016.082,35 1 689 000 1 160 000 0,32 % -31,32 % 1018 000 825 D00 842 000
358 |Linguistic validation of EURONICE 395.758,00 600 000| 4 181 000 1,15 %) 598,50 %) 970 000 320 000 400 000|
250 Expenditure on litigation relating ro Community Trade Mark and Designs

proceedings

3591 |Expenditure on litigation relating to Community Trade Mark and Designs proceedings 146.411,31 350000 350 000 0,10 %| 350 000, 350 000| 350 000|
359 Total Article 146.411,31 350 000| 350 000 0,10 %) 350 000 350 000 350 000|
35 Total Chapter| 33 527 661,66 29 570 000 31 508 000| 8,73 %) 7.91% 27 698 000| 26 973 000| 27 182 000
3 TOTALTITLE| 36.603904,76 35 502 000 40 623 000| 11,11 %) 1315 % 35 726 000| 34 593 000| 34 764 000
4 EXPENDITURE RELATED TO THE OPTIONAL SEARCH REPORTS
4000 |Optional search reports 9.296,00 715 - | - |
400 Total Article 9.206,00 715 - | . E
40 Total Chapter| 9.206,00 715 - | . E
4 TOTAL TITLE| 9.296,00 715 - | . ]
10 OTHER EXPENDITURE
100 |PROVISION FOR FUTURE EXPENDITURE 6211000 6473 000 1,77 %) 4.22 % 6 154 000 6 077 000 5 997 000|
101 |PROVISION FOR UNFORESEEN EVENTS 167 356 279 137 009 070 3748 % -18.13 %) 142 725 687 146 473 270 156 675 112]
102 |PROVISION FOR COOPERATION FUND 50 000 000| 13,68 %) 50 000 000 50 000 000| 50 000 000
10 TOTAL TITLE| 173 567 279 193 482 070 52,93 % 11,47 % 198 879 687 202 550 270 212 672 112]
1 TOTAL TITLE 1 63 492 260,28 76 570 000 76 095 000 20,82 % -0,62 % 78 802 000 82 287 000 85 615 000|
2 TOTAL TITLE 2 42 335 756,45 51069 000 55 318 000 15,13 % 8,32 46 347 000 38 703 000 37 038 000
3 TOTAL TITLE 3 36 603 304,76 35902 000 40 623 000 11,11 %) 13,159 35 726 000 34 533 000 34 764 000|
4 TOTAL TITLE 4 599 296,00 971 520/~ - -

10 TOTAL TITLE 10 173 567 278,78 193 482 070 52,93 % 11,47 9 193 879 687 202 550 270, 212 672 112

TOTAL BUDGET OFFICE| 143 031 217,49 338079799 365 518 070| 100,00 %, 8,12 350 754 687, 358133 270 370 089 112
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Exhibit 5: OHIM Community Trade Mark Flowchart
Source: http://oami.europa.eu/ows/rw/pages/CTM/regProcess/regProcess.en.do
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Exhibit 6: Summary of OHIM’s Action Plan — update January 2008
Source: http://oami.europa.eu/ows/rw/resource/documents/QPLUS/USS/USS-2005-plan_Dec_07 update_en.pdf

USER SATISFACTION SURVEY 2005
SUMMARY OF THE OHIM’S ACTION PLAN

KEY AREAS ACTIONS STATUS/ December 2007 update
TIMINGS
Quality of First
Instance decisions
» Clarity of decisions + Examination guidelines on Cngoing Standard letters and templates for examination and opposition
+ Completeness and procedural matters, proof of use, procedures have been revised and updated and will be available after
depth of grounds of identity, similarity of goods and translation {August/September 2007). Completed — subject to review
decisions services, similarity of signs, on an as need basis.
» Consistency of examination, global assessment as
decisions taken by well as oppositions have been Compilation of database related to the similarity of goods and services
the Examiners developed and exposed to users for was commenced (DIPP) — work in progress.
comment as of July 2006. They will
continue to be adapted as case law
evolves. Implementation of use of
these guidelines is concurrent to
users’ consultation.
+ These guidelines are available on 07/2006 /
the OHIM's website Ongoing
http-//oami.europa.euw/en/mark/defaul
L.htm
» Quality standards have been 2™ quarter Quality checks have been introduced to monitor compliance with
developed and will be published guidelines. Quality standards and performance against them are part
end of 2nd quarter 2007 of the “OHIM Service Charter”
+ Monitor compliance / publish 2007 http://oami_europa.ewen/userscomer/cons.htm
statistics
Time for processing
+ Period of time Since the second quarter of 2005 the ongoing Time standards for 2007 are available in the “OHIM Service Charter’
needed for Office’s target time-lines as well as hitp://oami.europa.ewen/userscomer/time. htm
processing a CTM relevant statistics are available on the Time standards for the 1st and 2nd Quarter 2008 will be made public
application from filing | website under “performance standards during the 1st Quarter 2008. Time standards including the effects of
to registration and statistics™ and updated on a regular optional national searches — valid for the 3rd and 4th Quarter of 2008 —
+ Period of time basis. The Office will continue to strive will be published during the 3rd Quarter 2008.
needed for taking an | to reduce time-lines. A major change is
opposition decision expected as of March 2008 when
s Speed of publication | "search’ under Article 39 becomes
of the CTM optional.
application
+ Time for processing
an opposition up to
cooling off
+ Time for processing
an invalidity request
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Exhibit 6: Summary of OHIM’s Action Plan — update January 2008, continued

Administrative

procedures
s Simplicity of « Certain processes such as. powers Cngoing Revision is taking place on an as need basis, including e-business
administrative of attorney, signature by fax are aspects
procedures already in place; other aspects will
be reviewed in the future
s Ease of use of forms | « Forms have already been simplified | Cngoing Revision is taking place on an need basis, including e-business aspects
and will continue to be reviewed in
the future
Appeals time and
quality
« Period of time the + In 2006 pendency times started to Cngoing 2007 average pendency times for the main stages of the appeal
OHIM needs to decrease. Graphs indicating average procedures are available in the “OHIM Service Charter”
handle appeal pendency times can be found under http//oami_europa. ew/en/userscomer/time. htm
“performance standards” on the
OHIM website. Also, since To meet increase in number of appeals filed, Boards of Appeal staff
September 2006, complete statistics was increased in second half of 2007 and a fifth Board created.
concerning Boards of Appeal
activities are published on a monthly A summary of all 2006 BoA decisions is available on the OHIM's
basis including appeals filed with the website (in English only) and summaries of the 2007 decisions are
CFIFECJ (see “statistics” on the expected to be published in March/April 2008. These summaries can
QOHIM website). The Boards of be found at
Appeal are committed to continue to httpz/foami.europa.ewen/office/diffpdf/BOA_COMPILATION_2008._pdf
improve pendency times.
= Clarity of decisions
+ Completeness of « By July 2007 the Grand Board ongoing
grounds rendered 4 decisions which will
» Consistency of provide guidance in this area and will
decisions continue through future decisions
* Simplicity of +« The Presidium of the Boards of Dec 2_0[]51" These iI']St.I'UCliDnS can be found at N
administrative Appeal has adopted instructions to ongoing http:/foami.europa.ewen/office/aspects/decisions/board.htm
procedures the Registry which will clarify and
simplify procedures. They are
published on the OHIM website.
These instructions will be revisited
and if necessary adapted
Ease of contact
with staff
+ Employees easy o + Qutsourcing of the Switchboard to 09/2006 Since September 2006, the switchboard is outsourced. The Service
contact an external company, establishing Level Agreement with the external provider guarantees that 90% of
+ Ease of identifying strict quality parameters calls are answered within 20 seconds and less than 5% of calls are
the right person to “lost”.
Definition of OHIM's accessibility policy | 11/2006 -

speak to

and communication to external users

completed

It can be found under http/oami_europa_eu/en/mark%5Cdefault.htm
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Exhibit 6: Summary of OHIM’s Action Plan — update January 2008, continued
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« Establishment of centralized mail

box for file-related queries 11/2006
A centralized mailbox has been created information@ocami.europa_eu
— 2 working days for reply Current goal : answer 80% of general queries and file related e-mails
— Formalized cooperation within 2 working days. The goal is being achieved in 92% of the
between Information Centre cases — see hitp://loami.europa.eufenfuserscomer/access.him
and Core Business
Departments
« Communication with/to staff
containing: 11/2006 — ) )
- telephone and e-mail manuals | ©ngoing Manuals have been made available and staff has been informed of the
for staff OHIM's policy.
— training sessions /
presentations for staff
Monitor compliance with standards )
ongoing
i Standards and performance against them are available at
Publication of standards and ) .
performance on website 02/2007 http://oami/europalew/en/userscomer/access.him
Compilaints (formal
and informal)
+ Speed of handling Treatment of all complaints 11/2006 For timely handling, complaints shall be sent to
+ Swiftness submitted to CCU and relating to customercareunit@oami.europa.eu
s Efficiency CTM and RCD files within 15 In 2007 88% of all complaints have been dealt with in 15 days.
working days Performance against the established time standard is available at
http://oami_europaleuw/en/usercomer/access.him
Fees
+ Handling of fees in Review/simplify standard letters 0272007 Initial review completed by June 2007 including opening and closing of
general ongoing current accounts, payment instructions on all forms and the website.
Review continues on an as need basis, frequently generated by
changes in policy.
+ Handling of current
accounts Set new standards for 0272007 To be completed second quarter 2008
reimbursement of fees
E-payment for CTM applications 06/2006 Completed
Expand e-payment to other 06/2007 This is part of the OHIM's e-business strategy and is/will be implemented
transactions on an as need basis. For example, RCD e-renewal is available since
11/2007 .
forpossible “short of funds situations enables users to check the status (updated daily) of their current account
— QHIM provides on-line curmrent when required.
account
Information
» Accuracy of Enlarge Information Centre (2 10/2006 Completed 10/2006

responses

additional staff members)




« Ease of obtaining
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Exhibit 6: Summary of OHIM’s Action Plan — update January 2008, continued

right information « Definition of OHIM's information 11/2006 Completed 11/2006 — available at
+ Speed of response policy and communication to (hitp:/foami europa.ew'en/office/accessibility policy.htm
to enquiries external users
« Development of specialized Established | These windows can be consulted at
information windows hitp:/foami.europa.ew/en/contacts/numut_htm
« Establishment of standard for e-mail | 11/2006 A centralized mailbox was created: information@oami_europa.eu
response time (2 working days) Current goal - answer 80% of general queries and file related e-mails
within 2 working days. The goal is being achieved in 92% of the
cases — see hitpi//oami.europa.eu/en/userscomer/access.htm
« Establishment of an e-business 11/2006 A special mailbox (e-businesshelp@oami.europa.eu) as well as a
dedicated helpline and mailbox for dedicated telephone line (+34 965139400) were established to deal
techinical prob'ems with e-business prOblE"]S in November 2006.
» Database of frequently asked 11/2006 This database can be found at ]
questions for use by staff and users hitp-/foami_europa_ewen/mark/margue/question.htm
Monitor compliance with standards - For standards and performance please see
Pub”cation of Standards and hﬂp:ﬂoaml_eLIrOpa.eu.l’ena'usersComerfaccess_htm
performance on website
Web services
+ Clarity of structure + New OHIM website for 2007 — 0772006
+ User friendliness project launched
+ Clarity of contents « Collect feed-back from Users via Ad- | ongoing
hoc meetings and provide regular
updates on the project to OAMI
Users Group
+ Launch of new website expected 2™
quarter 2008
Certificates and
other documents
« swiftness in « Qutsourcing of preparation and Completed
delivering mailing of certificates in place since
documents (licenses, autumn 2005
transfers, copies, « Time standards for delivery of 01/2007 Time standards have been established for
certificates) licenses, transfers and copies a) the recordal of transfer and issuance of corresponding
comectness of data certificates as well as issuance of simple / certified copies of
CTM and RCD applications and registration certificates - 10
working days following receipt of request; and
Outsourcing of key-in (OCR scanning) 02,2007 b) issuance of registration certificates for granted CTMs and RCDs:

and sending of certain types of standard
letters with defined standards for
uliimate check of database prior to
preparation of documents

15 working days following publication in the Bulletin
standards and performance available on the website
http-/foami europa ewen/userscomertime htm

49



OHIM: Creating a 21* Century Public Agency

Exhibit 7: User Satisfaction Survey, Summary of Response Rates

Summary of Responses to the OHIM User Satisfaction Survey by Year

Survey Responses 2005 2006 2007 2008
Proprietors 374 responses 436 responses 518 responses 913 responses
Agents 714 responses 520 responses 709 responses 685

Total responses 1,119 956 1,227 1,598
Response Rate | 17.3% 8.2% 8% 7%

(total)

Note: The web-based survey drew its population from users who had had contact with OHIM during the
previous year. For most years, OHIM had email addresses for less than half of those in contact with the
agency. Of those email addresses, typically about 10 to 15 percent were “undeliverable.” Thus, the
survey reached only those with usable email addresses. About half of the proprietors were reached by the
web-based survey versus more than 75 percent reached among agents. A much smaller proportion of
proprietors respond to the surveys than is true of agents

Source: Figures compiled by the authors and drawn from OHIM User Satisfaction Survey reports, 2005 to
2008.
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Exhibit 8: Accessibility Service Standards, 2009

Accessibility Service Standards 2009

Objective 1th Quarter ;| 2nd Quarter ;| 3th Quarter ; 4th Quarter Further Info
| Answer to telephene calls to OHIM Switchboard || 90% = 20 seconds 93% 91% 96% 97% Applicable to calls to + 34965139100
ﬁ;ﬁiﬁzr fotelephone calls to OHIM e-business | g, < 59 geconds 95% 94% 97% 98% ||Applicable to calls to +34965139400
[Answer to information queries 90% =2 days 75% 46% 76% 49% ‘i?grhr;ﬁfnto S:i:iii?:b:é“ued to

|Availability of the following e-business
services 24 hours a day, 7 days a week: The target availability is per month, 99.5 % per
e-business service and 99.7 % per quarter. The}

- MyPage T1.73% 97.50% 99.64% 100.00% ; .
maximum target downtime of 0.5 % or 0.3 %
+ CTM e-filing 99.50% 96.70% 99.07% 98.04% includes the planned and unplanned downtime.
. EuroAce 99 90% 97 20% 99 67% 99 979% Planned downtime is announced on OHIM
N - . " " " internet site 48 h in advance and is executed
CTM-Online 99.7% 98 75% 97 23% 97 13% 9993% _|lqutside office hours on Saturdays and Sundays|
- CTM e-opposition 99.91% 97.49% 99.64% 100.00%
- CTM e-renewal 99.60% 97.36% 99.31% 100.00%  ||All e-business services are monitored through an
RCD e-fiing 98 60% 96 94% 99 449 38 91% incident manag?meni system. The system reglslers
all incoming incident calls and ensures follow-up and
- RCD-Online 99.70% 97.29% 99.26% 98.82% reselution
- RCD Bulletin 100.00% 100.00% 100.00% 100.00%

Service standards and quarterly performance measured against standards for 2007 and 2008 are available
at http://oami.europa.eu/ows/rw/pages/QPLUS/serviceCharter/serviceCharter.en.do

Source: http://oami.europa.eu/ows/rw/resource/documents/QPLUS/serviceCharter/2009/accessibility
servicestandard_2009_en.pdf
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Exhibit 9: Timeliness Service Standards, 2009

Timeliness Service Standards 2009

User Objective
interaction en; 2009 1° Quarter: 2° Quarter: 3° Quarter: 4° Quarter
required?
CTM registrations (excl. opposed and appealed files) H H H
From reception to examination done (25 days) 99% 81% 77% 83% 93%
From reception to publication done (No NAT Searches) (11 weeks) 99% 38% 37% 33% 56%
No From reception to registration (Mo NAT Searches) (26 weeks) 99% 23% 9% 13% 15%
From reception to publication done (Yes NAT Searches) (18 weeks) 99% 22% 19% 24% 35%
From reception to registration (Yes NAT Searches)(33 weeks) 99% 11% 10% 2% 5%
From reception to Office’s first action (31 days) 99% 66% £ 71% £ 58% : 54%
Ves From reception to publication done (32 weeks) 80% 59% i 68% : 80% : 73%
From reception to Office's refusal (43 weeks) 80% 52% 37% 44% 49%
From reception to registration(47 weeks) 80% 62% : 50% : 44% : 64%
International registrations (excl. opposed and appealed files)
i i o
No From reception from WIPO to first statement of grant for protection (25 days) 99% 76% © 14% i 55% : 60%
From reception from WIPO to publication of registration (48 weeks) 99% 96% 42% 652% 91%
From reception from WIPO to Office’s first action (31 days) 99% 21% 26% 26% 40%
Yes From reception from WIPO to Office’s refusal (43 weeks) 80% 60% 56% 48% 41%
From reception from WIPO to publication of registration (48 weeks) 80% 41% 17% 41% 57%
CTM opposition (excl. suspended files)
No :;rgn; ;;E)end of the opposition period to the end of the Admissibility phase 29% 65% 55% 65% 67%
Yes From reception to Office's first action (34 days) - 99% 8% 4% 34% 51%
From the end of the adversarial part of the proceedings to notification of the o o N o
decision (17 weeks) 99% 24% 19% 23% 21%

RCD registration
[From reception to registration of RCD published (45 days) [ 80% | 65% : 69% i 70% i 79%

Inspection of files

[From reception of request to issuance (14 days) [ 95% | B4% i BB% i B8B% : 95%
Recordals

[From reception of request to transfer recorded (14 days) | 95% [ 59% 54% 22% 70%
Appeals

: Percentage of receipts sent within 10 natural days 90% 81% 88% 94% 95%
Percentage of ex-parte decisions notified within 4 months * 60% 58% 56% 74% 69%
Percentage of ex-parte decisions notified within 6 months* 75% 79% 78% 80% 85%
Percentage of inter-parte decisions notified within 4 months * 80% 65% : 41% : 28% : 62%
Percentage of inter-parte decisions notified within 6 months* 85% B1% 58% : 48% { 75%

* The times given start at the moment at which the Boards receive the files for decision from the Reglstry and include all necessary steps
{like eventually translation, further exchanges with parties, searches and other study of the cases, preparation of draft, deliberation,
ifinalization of draft, proof reading, signature and notification by the Registry fo the parties.

iPlease see the pendency times report for more information conceming the average pendency time in the main steps of the appeal

i proceedings

** The estimation is not defined as objective, but shows the expecied average pending times only.

Service standards and quarterly performance measured against standards for 2007 and 2008 are available
at http://oami.europa.eu/ows/rw/pages/QPLUS/serviceCharter/serviceCharter.en.do

Source: http://oami.europa.eu/ows/rw/resource/documents/QPLUS/serviceCharter/2009/timelinessservice
standards_2009_en.pdf
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Exhibit 10: Quality of Decisions Service Standards, 2009

Quality of Decisions Service Standards 2009

Objective, 1th Quarter 2nd Quarter 3th Quarter 4th Quarter Further Info
[Community trade marks
[The service standards on quality of CTM
decisions measure the percentage of
Decisions on classification - i
complying with OHIM quality 96% a3.13% 94.28% 94.05% a3.46% gf“r'eVYEd de‘?‘?‘c’r?s ‘.h‘a‘Fc"mD“' “‘l'j‘“ ‘hle -
oriteria ice’s quality criteria. For more detaile:
information concerning the quality criteria
lease see the Quality check list.
Incorrect Incomect Incorrect Incorrect
outcome  0-95% outcome  0-60% outcome A outcome  0-96%
Decisions on absolute grounds Format Format Format Format
jcomplying with OHIM quality 99% 98.94% 0.12% | 99.00% T 012% N/A N/A 98.97% 0.10%
 criteria error error error error
Content Content Content Content .
arror 0.35% armor 0.24% error N/A arror 0.19% The. proce.dure usgd (o.check the q!.lﬂht" of
lecisions is described in CTM quality
Incomect 5 550, Incomect 4 cyqp Incorrect (., Incormect , oo, \lchecks procedure.
outcome outcome outcome outcome
[Opposition decisions complying| - Format N o, Format Format . Format o
with OHIM quality criteria 95% T7.27T% arror 2.54% | 90.43% aror 1.36% | 92.22% eror NIA 92.22% arror 1.77%
Content ., Content o Content . Content o oo
error error error error
Registered Community
designs
[The standard measures the percentage of
RCD publications complyin revised designs publications that comply
it Orint ity Pty 98% a7 15% 98.00% 98.29% 99 29% with the Office’s RCD quality standards
(RCD quality checks procedure and
standards

Service standards and quarterly performance measured against standards for 2007 and 2008 are available
at http://oami.europa.eu/ows/rw/pages/QPLUS/serviceCharter/serviceCharter.en.do

Source:

http://oami.europa.eu/ows/rw/resource/documents/QPLUS/serviceCharter/2009/qualityofdecisions_2009

en.pdf
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Exhibit 11: OHIM e-filing interface, 2002-2009

ol Contact Home Help
|ET.EL EN FR IT LV LT HU MT NL|PL|PT|SK|SL|F1|SV

40 o-Filing o

Application for a Community Trade Mark

Languages - Representation of the mark . List of gonds and services
Applicantis) = Frofessional representative = Employee representation
Authorisation = Priority = Seniarity

1 m I

0 Save| Print| validate Continue |
2
Provious GTM Application ||

Applicant / Representative reference: | | ‘

Languages aw{
First language =
Mandatany |Se|ect a Language _|
Second language =
Mandatary |Se|ect a Language _I
[~ Use second language for all correspondence related to
this CTM application
Representation of the mark a v T 3
Type of mark © ward mark
tlandatany
' figurative
' three-dimensional mark
© colour mark per se
" sound mark
 ather
Description of the mark -
Disclaimer -
Statement as to the element(s) of
the mar in respect of which
exclusive rights are not claimed. i

Q Done

Source: OHIM Office of Institutional Affairs
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Exhibit 12: OHIM e-Business Tools and Solutions, 2009

OHIM e-business solutions, 2009

OHIM provides a wide range of transactions that can be executed electronically. Self-service
solutions facilitate access to and interactions with Community trade mark (CTM) and registered
Community design (RCD) systems.

The MyPage online portal

Any CTM user can sign up for his or her own personalised, easy-to-use, free and secure
platform: MyPage. MyPage provides a comprehensive range of online solutions:

e Reception of search reports online

e Reception and submission of electronic communications via the e-communication
mailbox

Online modification of personal details

List of clients and files

Save searches for CTM and RCD data.

CTM Watch — monitoring tool for CTM status changes

Access to e-filing and e-renewal tools

Search tools

A range of search tools allow rapid and user-friendly lookup of Community trade marks and
designs or help in the search for representatives. These tools are accessible from every page on
the website.

Search CTM data — CTM-ONLINE

Search RCD data — RCD-ONLINE

Search for Good and Services classification —- EUROCLASS
Search for Product classifications— EUROLOCARNO
Search for representatives —

View CTM documents

e  Online Access to CTM files is the solution for viewing and downloading any non-
confidential documents regarding a selected published CTM.
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