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Summary (1)

B PCT@WIPO continued to be assessed by its users as
offering consistent and highly valued services, as reflected
in the 2023/2024 PCT User Survey

90% of PCT users said they were overall either “very satisfied”
(39%) or “satisfied” (51%) with the PCT-related services

provided by WIPO
o this score equalled that of 2021 and was a slight increase over
the 88% satisfaction in 2019

o It was also similar to the previous PCT user surveys (2009, 2015,
2017)

 Highest overall levels of satisfaction were expressed by:
o applicants who filed several applications (11-49 applications:
94%) (versus 1 application: 86%)
o representatives of applicants (91%) (versus applicants—85%)
o users from Africa, Americas and Europe (92-98%) (versus Asia—
86%) i
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Summary (2)

B PCT users confirmed high levels of continuing satisfaction
with quality of:
A filing with the receiving Office of the International Bureau
(RO/IB)
QA PCT staff contacts at WIPO
A 1B’s PCT information resources and systems
d1B’s PCT training programs

B Perceived value of PCT continues to be high across all
users

B After fully reviewing all of the collected data, including the
textual comments, we will prepare a plan of action to
address issues identified in the survey.
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Outline

B Overall satisfaction with PCT-related services
B Processing of PCT applications by the IB

B ePCT functions and services

B Contacting WIPO

B PCT Information resources

B PCT Trainings

B Filing at and processing by RO/IB

B Added value in the national phase
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Overall satisfaction with PCT related services

n= ’ Combined score
ira 2023 2021 2019
All 39 51 7 21 ] 90 W 90
Representatives* 130 40 51 2 IEEH KN
Applicants* 392 33 52 11 31| 85 | 82 |
1 application 398 38 48 THFE EA
2-10 applications 74 37 54 6 278 o1 I 91 BN 86 |
11-49 applications 3%7 39 55 41l 94 | [ 91 |
50-199 applications 72 | YIS Y, Exm R B
More than 200 applications %1 51 37 8 13 [ 90 N 96 |
Africa 12 39 53 8 W 92 | 89
Northern America 241 49 43 422 92 | 93 N 92 |
Latin America** 46 40 58 2l 93 B 96 W 93 |
Asia 992 32 54 FE EA 80 |
Europe 439 36 56 6 Ml 92 I 92 I 92 |
Oceania 12 20 66 A 3 KN KR
m Very satisfied mSatisfied ®Neither/Nor mDissatisfied ®Very dissatisfied
Asked all. *“Based on the user role in application(s) filed. **including Caribbean
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Overall satisfaction with processing of PCT applications

by the IB of WIPO

Combined score

n= 2023 2021 2019
Al 1% 44 48 5 218 o> [ 91 [N 90 |
Representatives 2% 46 47 4 21 EA 1
Applicants 332 36 52 6 42 86
1 application 354 43 47 5 32 90 [ 90 N 90 |
2-10 applications  ©2° 43 50 E1 Ei E
11-49 applications  *'* | YIS e Bl Ed
50-199 applications  14° 48 44 32 EFA EA EN
More than 200 applications  °° [ N s gd e Ed
Africa 1 42 50 8 |92 91|
Northern America 198 54 38 o A E3 EFA
Latin America 44 A7 51 2l 93 | 94 BN 92 |
Asia 887 36 54 9 1j 90 JNSE 83|
Europe 3¢ NV e el Bk EO
Oceania 10 53 39 T EA 99 |
m Very satisfied mSatisfied ®Neither/Nor mDissatisfied ®Very dissatisfied
All who dealing with PCT filings.
PCT_02
WIPOIPCT

The International
Patent System



Filing new international
application

Using ePCT “Actions”

Using address book

Using Portfolios
on ePCT-Workbench

Uploading documents

Managing international
applications...
Management of access rights
to international applications
Using ePCT widgets available
in IP Portal dashboard
Creating a WIPO Account
/ strong authentication

ePCT functions and services

Combined score
2023 2021 2019
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mVery satisfied mSatisfied mNeither/Nor mDissatisfied mVery dissatisfied

All who used ePCT.
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Contacting WIPOQO regarding PCT services

Overall satisfaction
with contacting WIPO
for PCT Services
Clarity of the contact
information available
for PCT

By email /
On-line contact form

By phone

902

899

726

322

57 31

mVery satisfied m Satisfied mNeither/Nor mDissatisfied mVery dissatisfied

All who contacted WIPO regarding PCT services.
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Overall satisfaction with PCT Information resources

All

Representatives
Applicants

1 application

2-10 applications

11-49 applications

50-199 applications

More than 200 applications

Africa

Northern America
Latin America
Asia

Europe

Oceania

1322

1072
250

266
539
286
146
85
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m Very satisfied mSatisfied mNeither/Nor mDissatisfied mVery dissatisfied

All who have used at least one of the PCT Information resources.
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Overall satisfaction with WIPQO’s PCT training services

All

Representatives
Applicants

1 application

2-10 applications

11-49 applications

50-199 applications

More than 200 applications

Africa

Northern America
Latin America
Asia

Europe

Oceania

564

457
107

109

224
126
63
42

93
24
284
151
6

Combined score

2023 2021 2019

[ 30 B 50 10 1 3o I 83 N 88
[ 40 B S00  9 1N o0 BN 87 N 88
| 91 [ 83
[ 35 S0 14 1N 85 I 89 N 87 |
42 49 9 N o1 I 85 W 91

[ 46 a6 6 2l o2 [ 88 N 86
67 st ol o8 | 95 [N 89
| 94 W 87
| 47 5o 3l 97 | 90 M 93 |
[ 30 P70 100 | 89 I 94
[ 37 B 19 2 79 [N 80 79|
32 57 10 M 89 MW 93 M 93 |
EE T ey e 1 BB

m Very satisfied mSatisfied ®Neither/Nor mDissatisfied ®Very dissatisfied

All who have used at least one kind of PCT training services.
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Filing at and processing by IB acting as receiving
Office (RO/IB)

Combined score

2023 2021 2019

Timeliness in processing

your application filed 219
with RO/IB

Accuracy in processing

fees 27

Ease of filing a PCT

application with RO/IB 217

Support received to meet 43
the formality requirements 208

mVery satisfied mSatisfied mNeither/Nor mDissatisfied mVery dissatisfied

All who are dealing with PCT filings with IB acting as RO/IB according the sample.
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Added value of the PCT International Phase
procedure for the processing in the national phase

Combined score

2023 2021 2019

All 1218 38 44 16 1 m¢ m m
Representatives 40 43 Kl E3
Applicants 32 50 [ 82 | A KR

1 application 223 84 |

2-10 applications 502 E | 83 |
11-49 applications 278 Ea E3 K3
50-199 applications 135 EN ER E3
More than 200 applications 80 El K
Africa 8 | 91 J 93

Northern America 159 El KA
Latin America 30 IR e o S e
Asia 696 (84 I 84 N 86 |

Europe 317 (82 81 |

Oceania & [ HEZE T aa—— EN K

mFully agree ®mAgree ®mNeither/Nor mDisagree mFully disagree

All who had experience with entering the national phase before national patent office.
PCT_24

WIPO I PCT

The International
Patent System



PCT Customer Satisfaction Index (CSl)

The CSl is a composite indicator created by the Customer Experience Section (based on
standardization of some questions on WIPO user service surveys) in which certain user
responses are categorized into related clusters and then weighted in a formula, permitting
the comparison of customer satisfaction across WIPQO'’s services within the indicated four
service dimensions

CSI 2023 - 2024

CsSl 2021 - 2022 CS1 2019 - 2020

PROFESSIONALISM RELIABILITY PROFESSIONALISM RELIABILITY
87 88 86 88
QUALITY OF INFORMATION OF INFORMATION
RESPONSIVENESS AND ASSISTANCE RESPON SIVENESS NIJ ASSISTANCE
90 83 85

PROFESSIONALISM RELIABILITY

87 88

RESPONSIVENESS | GUALTY OF INFORMATION

90 82

Taking the statistical uncertainty into consideration, the statistical
variance is +/- 2. The true value of the CSI - 87 is between 85 and 89.
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Number of interviews by countries

Number of interviews by countries, n=1 759

Albania _ Egypt - Liechtenstein _ Saudi Arabia _
Algeria _ Finland _ Malaysia _ Serbia “
Armenia _ France “ Mexico “ Singapore n
Australia n Georgia _ Mongolia _ Slovakia _
Austria n Germany m Morocco - Slovenia “
Azerbaijan - Greece - E\l}g;hgzr;r:%sf the) - South Africa -
Belarus _ Hungary _ New Zealand - Spain “
Belgium India n Norway _ Sri Lanka _
Brazil n Iran (Islamic Republic of) n Panama _ Sweden
Canada n Ireland - gﬁ?np;els REpLEEal “ Switzerland n
Chile “ Israel n Philippines _ Turkiye
Colombia “ Italy “ Poland _ Thailand -
Croatia _ Japan m Portugal “ Ukraine -
Cuba - Jordan _ Qatar _ United Kingdom (the) -
Czech Republic (the) - Kazakhstan - '(Tﬁg;b"c of Korea n aniied States of H
Denmark n Latvia _ Romania _ Viet Nam “
Djibouti - Lebanon - Eﬁ:;sian FeeEE
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Methodology

B The survey process was overseen by the WIPO Customer
Experience Section and managed by an external contractor
(Berent)

B The survey questionnaire:

 was made available in ten languages: English, French, Spanish,
Arabic, Chinese, Russian, Japanese, Portuguese, German and
Korean

O was open for response from 20 October to 30 November 2023

B A total of 22,971 invitations were sent out to PCT users
(one year’'s worth of applicant/agent contacts of published
PCT applications)

B Out of 2,755 responded online interviews, the contractor
deemed that 1,759 interviews were suitable for analysis
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Takeaways

B The PCT User Survey 2023/2024 once again showed
high overall satisfaction ratings

B The survey results and detailed textual comments of the
users (about 1500 comments received in 10 languages)

will be considered when creating an action plan to make
Improvements to our services

» there are areas of concern visible in the survey results, such
as the drop in belief by users that the PCT international

phase procedure adds value in the national phase, which
we need to better understand

B Representatives of the International Bureau should

express their thanks to the PCT Users for the detailed and
constructive feedback provided in the Survey results
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