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A renewed Bookstore Advisory Committee was constituted in the Fall 2004 term. The
Committee has a mandate to ensure that the service the Bookstore provides to its clients
(students, faculty and staff) is of high quality and that it is economically healthy. This is
always going to require a balancing act, since estimating the number of textbooks and
coursepacks that will actually be purchased by students is an increasingly difficult process.
There have to be enough books in stock for all students who intend to buy to be able to do so,
but not so many that the Bookstore is carrying a huge inventory of unwanted books. In
addition to textbooks and coursepacks, the Bookstore offers a range of trade books, cards,
clothing, souvenirs, office supplies, computers and related software and accessories. The
Committee invites comments and concerns on all aspects of supplies and service. The
overriding concerns for 2004-05 have been textbooks and coursepacks, as reported below.

In September 2004 some misguided use of course enrolment figures led to under-ordering of
textbooks and, subsequently, very high levels of dissatisfaction on the part of students and
faculty on both campuses. The committee was renewed as a result of this situation, an
initiative that was welcomed by the Bookstore. Since then, the committee has met three times
and has initiated several actions that have made strides in accomplishing the two often
competing goals of satisfying client needs and also keeping the Bookstore revenues healthy.

The most important action taken by the Committee and the Bookstore has been
communication. Our communication strategy has been two-pronged:

Increase awareness of issues related to improving service through messages sent to
deans and chairs and through them conveyed to all faculty members.
Increase understanding of textbook and coursepack ordering, arrival, sales, and returns
through messages to individual instructors from Bookstore staff as these events occur.

Feedback suggests that these communication channels have improved customer satisfaction
levels and appreciation of the importance of addressing all issues related to optimum order
levels. The Bookstore and the Committee are committed to continuing these communication
channels on an on-going term-by-term basis. As well, we are working to add to the
information provided, including letting each instructor know later in each term how many
books were ordered and how many were purchased.

The availability of textbooks was greatly improved for the start of Winter term 2005 and
there were very few complaints. However, this came at the expense of the Bookstore’s
bottom line, since they ordered 90-100% of what instructors asked for and ended up with
huge numbers of unsold books. The committee sees its main function as finding ways to help
the Bookstore order close to the “right” number of books for a course. The best order number
has to be determined based on number of students registered, number estimated, historical
trends, degree to which book is required in the course, number of years the book has been
used, and other factors. The instructor and Bookstore textbook manager have to work
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together to identify the very best guess at the number of students who will likely choose to
purchase the text. This can only be done by both parties having the best information at their
disposal. The Committee and the Bookstore are working on ways to generate improved
information. The Bookstore will order 100% of books that have not been ordered in previous
years, so these “new” books should be labeled as such on instructors’ book order forms.

Coursepack ordering and chargeback policies have been a major issue of concern for the
Committee. Partly as a result of the communication channels we have instituted, more people
are realizing that their departments are incurring the cost of unsold coursepacks. There are
ways to plan more effectively when ordering coursepacks to try to minimize the number of
unsold coursepacks. The Committee is arranging for a workshop to be held on coursepack
issues in June in an effort to inform as many people as possible.

The current book buyback arrangement is another issue the Committee has identified as
worthy of study. Students’ textbooks are bought back for resale when they have been
reordered for the following term. For the Winter term this means that they have to have been
reordered for Intersession/Summer School by a certain date. This is not very useful for
students. The Committee will be striking a sub-committee to look at alternative approaches.
But even with book buybacks at the end of the Fall term, it is important for instructors to
understand that one good reason to get book orders in by the Bookstore’s deadline each term
is so that students have a better opportunity to take advantage of book buybacks.

Among other action items, the Bookstore will be undertaking a few minor changes in the
textbook area in the Fall term in an attempt to address some issues of confusion for students
in finding their books.

Follett is introducing a new information system in their store this summer. Clients should
consider this coming year to be one of transition in moving from one system to another.
Some patience may be warranted as staff become familiar with the system and as bugs are
worked out.

As a final note, we would like to report that we have had excellent cooperation from the
Bookstore in implementing our recommendations. Furthermore, the comments from
respondents have been overwhelmingly appreciative of the friendly service in the Bookstore.

The Committee looks forward to continuing its work with faculty, staff, students, and the
Bookstore in improving service and financial well-being. The composition of the Committee
is: Jane Fritz (chair/UNB), Eric Aubanel (UNB faculty), Roger Ploude (UNB faculty), Adam
Baker (UNB student), Lyle Skinner (UNB/student), Tim Walker (UNB admin), Brad Cross
(STU faculty), Jane McGinn (STU admin), Sharon Fillmore (Bookstore manager), Brian
Dockrill (Bookstore staff), Franc Roiron (Follett), vacant (STU student).
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