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Main user journey steps at the EPO

Remaining percentage is ‘neither good nor poor’, e.g. for Filing: 80% (very) good, 7% (very)poor, 13% neither good nor poor.
Score calculation methodology in Annex II.
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Arrows mark statistically significant changes at 95% confidence level. 



User support and key 
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Arrows mark statistically significant changes at 95% confidence level. 
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Since 1998’ Minding Your Customers’ Mind.EPO filing services
February - March 2025: 814 interviews

Filing tools
(Online Filing 2.0 & OLF)
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Online Filing 2.0

3 2

68

19

70

22

Online Filing (OLF)

13 8

83

12

MyEPO Portfolio 
(for filing subsequent documents)

5

(Very) good
Neither good nor poor
(Very) poor

Online Filing 2.0: 
694 responses.

Online Filing (OLF): 
379 responses.

MyEPO Portfolio:
455 responses.
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Arrows mark statistically significant changes at 95% confidence level. 
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Since 1998’ Minding Your Customers’ Mind.EPO search services
September - November 2024: 1 224 interviews

Search services
(file-specific rating)

80
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7

80

6

77

16

73

21

Time taken to issue search 
report and written opinion

7 6

64

26

75

14

Similar applications searched in 
a similar way and written 

opinions drafted in a similar way

11 11

78

15

75

18

Understanding of the 
core of the invention

7 7

(Very) good
Neither good nor poor
(Very) poor

Timeliness: 
1 190 responses.

Consistency of searches: 
641 responses.

Understanding of the 
core of the invention:

1 169 responses.
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Arrows mark statistically significant changes at 95% confidence level. 
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Since 1998’ Minding Your Customers’ Mind.EPO search services: selected file-specific aspects 
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Coverage of the independent claims in the SR

Coverage of Asian documentation

Coherence between the citations in the SR* and WO*

Comprehensibility of the reasoning of the WO

Relevant passages correctly, precisely and sufficiently indicated

(very) good (very) poor

Remaining percentage is ‘neither good nor poor’.Arrows mark statistically significant changes at 95% confidence level. 

Approach in applying the practice described in the Guidelines regarding CII/AI*

Coverage of the independent claims in the WO

Approach in applying the practice described in the Guidelines to analyse the 
technicality of features

NEW ||
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*SR - search report; *WO – written opinion.
*CII/AI – computer implemented inventions/artificial intelligence.



Since 1998’ Minding Your Customers’ Mind.EPO examination services
January - March 2025: 1 254 interviews

Examination services
(file-specific rating)

79

16

5

78

7

61

19

63

18

Time taken to complete 
examination procedure

20 19

73

18

59

22

Similar applications 
examined in a similar way

9
19

81

13

Understanding of the 
core of the invention

6 7

(Very) good
Neither good nor poor
(Very) poor

Timeliness: 
1 190 responses.

Consistency: 
762 responses.

Understanding of the 
core of the invention:

1 150 responses.
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Arrows mark statistically significant changes at 95% confidence level. 
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Since 1998’ Minding Your Customers’ Mind.EPO examination services: selected file-specific aspects 
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Assessment of clarity

Coverage of the dependent claims

Assessment of inventive step

Coverage of the independent claims

Assessment of novelty

(very) good (very) poor

Remaining percentage is ‘neither good nor poor’.Arrows mark statistically significant changes at 95% confidence level. 

Reasoning given for introducing the new citation(s)

Assessment of added subject-matter
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Since 1998’ Minding Your Customers’ Mind.EPO examination services: new aspects  

72
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66
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Completeness of the argumentation for the objections raised

Consistency of the EPO's practice among different examining divisions in dealing 
with CII/AI

Correctness of the overall application of the problem-solution approach

Parent and divisional applications examined in a similar way

(very) good (very) poor

Remaining percentage is ‘neither good nor poor’.

Approach in applying the instructions of the EPO's Guidelines regarding CII/AI

Appropriateness of the amendments proposed by the examining division in the 
application

Approach in applying the instructions of the EPO's Guidelines regarding technical 
and non-technical features in the context of CII/AI
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Since 1998’ Minding Your Customers’ Mind.EPO final actions & publication
January - March 2025: 1 254 interviews

Final actions & publication
(file-specific rating)
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11
1

85

4
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88

10

Granted patents

1 2

84

14

75

15

Withdrawals

2
10

83

7

Refusals
(consistency of examination 

and decision)

10 11

(Very) good
Neither good nor poor
(Very) poor

Grants: 
973 responses.

Withdrawals:
160 responses.

Refusals: 
42 responses.
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Arrows mark statistically significant changes at 95% confidence level. 
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(Very) good
Neither good nor poor
(Very) poor

Duration: 
506 responses.

Technical 
competence:

502 responses.

Fair treatment: 
504 responses.
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EPO opposition services
November – December 2024: 525 interviews

Opposition procedure
(case-specific rating)

Duration of the
procedure

Technical
competence

Fair
treatment
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8
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Oral proceedings 

Minutes containing a fair report of the essentials of oral proceedings

Preliminary non-binding opinion 

Reasoning and arguments in the written decision

Competence in substantive matters

(very) good (very) poor

Remaining percentage is ‘neither good nor poor’.Arrows mark statistically significant changes at 95% confidence level. 

Competence in procedural matters

Time taken to issue minutes and decision

EPO facilities for oral proceedings by VICONEW ||
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EPO opposition services: selected file-specific aspects 
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Since 1998’ Minding Your Customers’ Mind.

Key 
takeaways

HIGHLIGHTS

Improvements observed across all user journey steps and other service areas: 

o Filing - increased overall satisfaction score
o Search - several aspects improved e.g. understanding the core of the invention
o Examination - increased satisfaction e.g. consistency
o Final Actions & Publication - confidence in outcomes
o Opposition - consistently high ratings for fair treatment

o Formalities officers’ support if requested - highly praised
o Customer support and key account management – effective and appreciated
o Requesting the unitary effect of European patents - simple process
o Central Fee Payment – improved user experience

o Similar applications searched in a similar way and WO drafted in a similar way –
decreased score 

o Opposition – reducing the share of delayed oppositions
o EP Register and Espacenet - require enhancement
o EPO website – visitor experience could be improved

MAIN AREAS FOR IMPROVEMENT



Annex I. EPO User Satisfaction Surveys
September 2024 - March 2025: 8 226 interviews

Since 1998’ Minding Your Customers’ Mind.

49

32

8

5

6

EPC member states

North-America

Other
non-EPC
countries

Japan

China

Search
1 224 

interviews

58

23

7

6

6

EPC member states

North-America

Other
non-EPC
countries

Japan

China

Examination, 
final actions & 

publication
1 254

interviews

86

10

2
2

EPC member states

North
-America

Japan

Opposition
525

interviews

Search and Examination data weighted to represent regional proportions of the user population.
Opposition follows the principle "take-them-as-they-fall", no regional weighting applied.

Customer 
Services

1 288 interviews

Filing 
services

814 interviews

Espacenet,
EP Register

1 287 interviews

Website 
www.epo.org

847 interviews

Key account 
management

205 interviews

Formalities 
services

782 interviews

Other
non-EPC
countries



Annex II. Definition of EPO satisfaction scores Since 1998’ Minding Your Customers’ Mind.

Filing Search Examination Final actions &
publication Opposition

Aggregated score (ratings: 
very good and good) for 
the Online Filing and Online 
Filing 2.0 weighted by 
usage of the filing tools.

Aggregated score (ratings: 
very good and good) for the 
specific search report and 
written opinion.

Aggregated score (ratings: 
very good and good) for the 
substantive examination of 
the specific application.

Computed aggregated scores 
(ratings: very good and good) 
including final outcomes 
weighted by their share: 

- specific granted patent
- formal steps to withdraw the 

specific application;
- consistency of the decision 

to refuse the specific 
application.

Aggregated score 
(ratings: very good and 
good) for the specific 
opposition procedure.

Aggregated scores (ratings: very 
good and good) for support and 
service provided by formalities 
officers.

Aggregated scores (ratings: very 
good and good) including: 

- My EPO Portfolio
- Requesting online for unitary effect
- Online Fee payment.

Aggregated score (ratings: very 
good and good) including:
- Handling enquiries over the last 
12 months
- Key account management.

Formalities services Online services
User support and 

key account management
Patent information resources 

and website

Aggregated scores (ratings: very 
good and good) including: 

- Espacenet
- EP Register
- www.epo.org.


