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Canada OPICCIPO

Office de la propriété
intellectuelle du
Canada
Un organisme
d’industrie Canada

Canadian
Intellectual Property
Office
An Agency of
Industry Canada

CIPO’S APPROACH TO STRATEGIC
MANAGEMENT

Regional Meeting of Directors of
Industrial Property Offices and

Copyright Offices of Latin America
Wednesday, May 31, 2006

Doug Kuntze
Director, Trade-marks Branch
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CIPO – Who we areCIPO – Who we are
� Special Operating Agency of Industry

Canada with approximately 925 employees.
� Budget of $120 million
� We administer: patents, trade-marks,

copyright, industrial designs, integrated
circuit topographies

� Our clients: inventors, creators, users of IP,
agents

� Fee for services
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CIPO’S MissionCIPO’S Mission
� To accelerate Canada’s economic development by:

� Fostering the use of intellectual property (IP)
systems and the exploitation of IP information.

� Encouraging invention, innovation and creativity
in Canada

� Administering the IP system in Canada
� Promoting Canada’s international IP interests
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CIPO’s Historical SnapshotCIPO’s Historical Snapshot

� 1992: Special Operating Agency
Status

� 1994: Revolving Fund

� 1996 &
� 2000: Baldrige Quality Assessment

Diapositiva 5

Canada

Information&
Analysis

Leadership Client & 
Market Focus

Organizational
Results

Process
Management

HR Focus

Strategic
Planning

BALDRIGE QUALITY ASSESSMENTBALDRIGE QUALITY ASSESSMENT

Are arrangements implemented effectively and suitable to achieve
objectives?
Do results comply with planned arrangements?
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Canada

Information &
Analysis

Leadership Client & 
Market Focus

Organizational
Results

Process
Management

HR Focus

Strategic
Planning

BALDRIGE QUALITY ASSESSMENT

- Emphasis on management by fact
- Emphasis on repeatable, systematic processes, not activities
- Proactive not reactive methodologies
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The Balanced Scorecard connects Strategy toThe Balanced Scorecard connects Strategy to
Operations, with the action of one enhancingOperations, with the action of one enhancing
the otherthe other
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Internal ProcessesInternal Processes

Objec
tiv

es

Pro
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ss
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Tar
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s
“To satisfy our
stakeholders,
what business
processes
must we excel
at?”

Learning & GrowthLearning & Growth

Obj
ec

tiv
es

Pro
ce

ss

Mea
su

re
s

Tar
get

s
To achieve
our vision,
how will we
sustain our
ability to
change and
improve?”

VISION
AND

STRATEGY

Source: R. Kaplan and D. Norton, “Using the Balanced Scorecard as a Strategic Management System”

BalancedBalanced
ScorecardScorecard
FrameworkFramework

StakeholderStakeholder
“To achieve
our vision,
how should
we appear to
our
stakeholders
?”

Objec
tiv

es

Pro
ce

ss

Mea
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s

Tar
get

s

FinancialFinancial
“To succeed
Financially,
how should
we appear to
our share-
holders?”

Objec
tiv

es

Pro
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s

Tar
get

s
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Process LinkagesProcess Linkages

The Scorecard links strategic and operational management processes.

Strategic Learning
Loop

Management
Control Loop

PERFORMANCE

STRATEGY

BALANCED
SCORECARD

BUDGET

LINK STRATEGY AND
BUDGETING

�Stretch Targets

�Strategic Initiatives

�Rolling Forecasts

CLOSING THE
STRATEGIC LOOP

�Strategic Feedback

�Management Meeting

�Accountability

©www.PerformanceMeasurement.ca
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CIPO CLIENTS AND STAKEHOLDERS
CIPO STRATEGY MAP

MANAGEMENT AND FISCAL EXCELLENCE 

Str
ate

gic
Ob
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cti
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s

INTERNAL PROCESSES

STRATEGIC ASSET READINESS
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Canada

CIPO CLIENTS AND STAKEHOLDERS
CIPO STRATEGY MAP 

MANAGEMENT AND FISCAL EXCELLENCE 

Str
ate

gic
Ob

je
cti

ve
s

INTERNAL PROCESSES

STRATEGIC ASSET READINESS 

Operational Excellence Client Centered Advance an IP
Culture

International
Influence

Our People & Culture Our Information & Technology
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CIPO CLIENTS AND STAKEHOLDERS

CIPO STRATEGY MAP

MANAGEMENT AND FISCAL EXCELLENCE 

Our People & Culture

Attract and retain a
competent and committed 

workforce

Our Information & Technology

International 
Influence

Operational Excellence

Str
ate

gic
Ob

je
cti

ve
s

Client Centered

Ensure strong client 
relationship 
management

Advance an IP Culture

Increase awareness, 
knowledge and effective use 

of the IP system & information

INTERNAL PROCESSES

STRATEGIC ASSET READINESS 

Deliver superior client value

Improve the delivery 
of quality and timely 
IP products & services

Advance Canada’s IP
interests

internationally
Integrate client 

feedback with business
planning & reporting

Contribute to a 
modern IP framework

Develop strong internal and 
external communication practices

Ensure delivery of quality IM and 
IT systems, 

infrastructure & processes

Support business 
growth and innovation 

Enhance management and accountability
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Strategic Initiatives Grid

Enabling Perspectives

Strategic Asset Readiness:
Our People
Our Culture
Our Information &
Technology

Mgmt/Fiscal Excellence

Strategic Theme 3: Advancing an IP Culture

Strategic Theme 4: International Influence

Strategic Theme 2: Client Centered

Strategic Theme 1: Operational Excellence

Key InitiativesTargets/Outcomes
Year1 – Year 3

Performance
MeasuresObjectives
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Canada

IMPLEMENTING -- PERFORMANCE MANAGEMENT

10

2004-05 Strategic Initiatives Grid

Enabling Perspectives

Strategic Asset Readiness:
Our People
Our Culture
Our Information & Technology

Mgmt/Fiscal Excellence

Strategic Theme 3: Advancing an IP Culture

Strategic Theme 4: International Influence

Strategic Theme 2: Client Centered

Strategic Theme 1: Operational Excellence

Key InitiativesTargets/Outcomes
Year1 – Year 3

Performance 
MeasuresObjectives

Strategic Initiatives Grid

Strategy Map

6

Our CultureOur Information & Technology Our People

CLIENTS AND STAKEHOLDERS

CIPO’s Strategy Map – An Integrated Strategic Framework

Operational ExcellenceInternational 
Influence

Is a Client-Centered 
Organization

Delivers Quality 
and Timely Products 

and Services

Increases, Awareness, 
Knowledge & Effective Use of IP

By Canadians

Promotes
Canada’s IP Interests 

Internationally

Quality search,
examination &

operations

Build technical 
policy capacity

Timely delivery  of
IP products and services

Strategically allocate
& excercise rigourous

stewardship of resources

Planning &
performance measurement

of key processes

MANAGEMENT AND FISCAL EXCELLENCE

STRATEGIC ASSET READINESS

Recruitment systems &
practices meet hiring

needs

Employment Equity:
representative

workforce

Clients and employees
served in official language 

of choice

Employees are well
informed about & aligned to

corporate strategies

Employees are offered 
professional and personal

learning opportunities

Workplace wellbeing
contributes to
retention of 

motivated workforce

Well managed & integrated
IT governance & planning

processes

Corporate data &
information well managed &
exploited by clients & staff

Client Centered

Understand 
client needs

Integrate client 
feedback with business
planning & report ing

Advance an IP Culture

Increase 
awareness of IP 
system benefits

Facilitate 
effective use of IP

information

Optimize 
partnerships

Disseminate
quality IP information 

products & services

Promote Canada’s
IP interests

internationally
Modern 

IP Framework

WORLD-CLASS IP
PRODUCTS & SERVICES

INTERNAL PROCESSES

Executive Dashboard

CIPO

Operations Finance HR Clients

Dashboard (Monthly)

Business Plan

CIPO Annual
Performance Report

Monitor & Evaluate Execute

Budget

Report

Learn & Adjust

10

2004-05 Strategic Initiatives Grid

Enabling Perspectives

Strategic Asset Readiness:
Our People
Our Culture
Our Information & Technology

Mgmt/Fiscal Excellence

Strategic Theme 3: Advancing an IP Culture

Strategic Theme 4: International Influence

Strategic Theme 2: Client Centered

Strategic Theme 1: Operational Excellence

Key InitiativesTargets/Outcomes
Year1 – Year 3

Performance 
MeasuresObjectives

Strategic Initiatives Grid

Plan
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Canada OPICCIPO

Office de la propriété
intellectuelle du
Canada
Un organisme
d’industrie Canada

Canadian
Intellectual Property
Office
An Agency of
Industry Canada

Executive Dashboard

CIPO

Operations Finance HR Clients

P11  FY 2004-05
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Back to Dashboard OperationsOperations

Demand

TATs

Inventories

Disposals

Patents Copyrights
Industrial
DesignsTrade-Marks

  Current results fall within expectations

Current results exceed expectations

Current results fall below expectations

Current results critically deviates from expectations

None
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Back to Dashboard

CIPO Financial PerformanceCIPO Financial Performance

Patents

Information Branch

Copyrights & Industrial Designs

Trade-Marks

Product Lines

Corporate Services

CIPO Overall Performance

Informatics Services

Corporate Strategies

Human Resources

Planning, Finance & Administration

Revenue Net Income

Revenue Expenditures

Expenditures

Expenditures
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Back to Dashboard

Human ResourcesHuman Resources

Employment Equity and Diversity

Learning

Recruitment and Retention

Workplace Well-being

Official Languages

Human
Resources

Menu

CIPO Champions
Quarterly Progress Report
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Back to Dashboard

Clients

Client Satisfaction

Process Measures

Activity Measures

Transactional
Measures

Process Measures
Activity Measures
Transactional Measures

Overall CIPO Electronic Usage
Electronic Usage

Overall CIPO 
Electronic Usage

Electronic Usage

Client
Menu

Client Complaints Management
Total ComplaintsCCM

Total Complaints

Complaints Status

Client Satisfaction
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Trade-marks

TAT (to first action)
AR 2005/06 5.5 months - Target 4 months

6 5 5.5
4

0
2
4
6
8

Q1 Q2 Q3 Q4

% deviation of budget

-10%
-5%
0%
5%

10%

Q1 Q2 Q3 Q4

Revenues

ExpendituresQuality 1
Quality 2

87%88%% of E-Filings
(monthly)

Previous
period

Current
period

$371$395Unit Cost (yearly)

2.22Response to clients -
exam (monthly) Std. 4 months

110100Disposals/FTE (monthly)

Previous
period

Current
period
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Patents
TAT (to first action)

AR 2005/06 81% - Target 75%

80% 79%
76% 75%

72%
74%
76%
78%
80%
82%

Q1 Q2 Q3 Q4

% deviation of budget

-10%
-5%
0%
5%

10%

Q1 Q2 Q3 Q4

Revenues
Expenditures

$1750$1799Unit Cost (yearly)

8001000ISA applications (monthly)

Disposals/FTE

Previous
period

Current
period

400550IPEA applications
(monthly)

8001000ISA applications
(monthly)

2%2%% E-Filings
1200012000Database searches

Previous
period

Current
period
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The Conclusion

Measurement Must Be Linked To Strategy

Strategy
Scorecard

Measurement To Communicate, Not To Control

Measurement Communicates
Values, Priorities And Direction

The Premise

Measurement Motivates BehaviorMeasurement Motivates Behavior
(modified from (modified from BSColBSCol))
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The Performance StoryThe Performance Story
� Were the expected results accomplished?
� Were they accomplished within budget and

in the most efficient manner?
� Were there undue, unintended

consequences?
� Are we learning and improving?
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Ongoing PerformanceOngoing Performance
Measurement and EvaluationMeasurement and Evaluation

Ongoing Performance Measurement

•Focus on Outputs
•Quite operational but
with a strategic view

•Exception reporting
across the “bubbles” in
the Strategy Map

•Volumetrics and
efficiency type
measures

•Monthly to quarterly
reporting frequency

•Focus on Immediate
Outcomes and some
Intermediate
Outcomes

•Effectiveness type
measures, including
quality

•Measures tied to each
“bubble”

•Annual reporting
frequency

•Focus on Intermediate
and Final Outcomes

•Mandate type questions
•Effectiveness type
questions

•Questions tied to each
“bubble”

•Reporting follows
evaluation cycle

•Could be special studies

Evaluation
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Performance MeasurementPerformance Measurement
Performance Measurement (PM) is all about

answering the following questions:

� Why does the Program exist?
� What do we want to accomplish over the life of

the Program?
� How are we going to deliver the Program?
� How will we know how well we are doing?
� What initiatives do we need to undertake to

deliver the Program better?
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Performance ReportingPerformance Reporting

� What are the right indicators to judge
performance?

� Where will we find the data to report on
performance?

� Who will be responsible for gathering, analyzing
and reporting on this data in an informative way?

� How will the performance information be
presented and commented on?

� When will the performance information be
presented and commented on?
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Our Conceptual ApproachOur Conceptual Approach

Strategic 
Outcomes Risk 

Assessment
Performance
Reportin
g

Strategies

Goals

Environment

Vision

Mandate
Client
Values
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The Principles of a Strategy Focused
Organization

Align the
Organization to the

Strategy

Make Strategy
Everyone’s Job

Make Strategy
A Continual

Process

Create
 Change Through

 Leadership

Translate the
Strategy into

Clear ObjectivesFormulate

Execute

CommunicateNavigate
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INFORMATIONINFORMATION

For more information on CIPO

� Visit www.cipo.gc.ca

For IP related news

� Subscribe to
www.cipo.gc.ca/newsupdates
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