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Team Mission
The goal of the project is to design, develop and 
implement processes that improve and integrate the 
text ordering process at the University of Miami’s 
Bookstore.
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Reason Selected

Unsatisfactory service levels
Lack of Systematic Communication with 
Faculty
Opportunity to develop accurate 
forecasting algorithm for text orders
Need for integrated electronic adoption 
system
Inadequate Performance Measures

Project Goals

Improve customer satisfaction.
Streamline the adoption process.
Automate the text order decision 
process.
Establish and improve “Outreach” 
between Follett and stakeholders.
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How Will Success Be 
Measured?

Success will be measured by data driven 
improvements in: 

Adoption Compliance Rates
Accuracy of forecasted textbook decisions
Textbooks on shelves – prior to class
Increase in student savings via Buyback.

Situation Analysis
Adoptions submitted long after the due date.

Late adoptions may cause books to be unavailable 
on the first day of class.

Late adoptions directly affect book buyback prices to 
students. 
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CI Adoption Staff Training

Ongoing training of 
Administrative 
Assistants and 
Faculty for the 
online adoption 
system. 

First EASY Adoption training seminar held for UM Department Administrative 
Assistants for the Spring 2004 semester.  ‘Interact for Improvement’ was the goal at  

these preliminary  meetings.  (October, 2003)

CI Adoption Staff Training

Training includes 
introduction to 
‘Online Textbook 
Adoptions’ User 
Guide.

College of Engineering, Department of Industrial Engineering Computer 
Lab (October, 2003)
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Outreach

Expanded and Improved 
Communication to all stakeholders
Training/Education/Seminars
1 on 1 meetings with each Department 
twice a year

IMPROVE TEXT
ORDERING PROCESS

Project Goals
-Improve customer satisfaction

-Streamline the adoption process
-Automate the text order decision process

-Establish and improve "Outreach" between Follett 
and stakeholders

How Success Will Be Measured
-Adoption Compliance Rates

-Accuracy of forecasted textbook decisions
-Textbooks on shelves - prior to class

-Increase in student savings via Buyback

Participants in the Process
-Follett Management

-Students
-UM Administration

-Industrial Engineering (Consultants)

Consensus led to 'Best Practice' Methods
-Automation

-Training
--Outreach

CI Text Ordering Process    
Integrated Flowchart

Predicted Outcomes
-Improved QTC

-Improved Adoptions
-Improved Buyback

'Best Practice' Methods Implemented 
Fall 2003

Data Collected by Semester

'Best Practice' Method demonstrates improvement 
- predicted targets are being met.
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Web Based

Development of Online Adoption System
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Improvement in Text Ordering Ratio

Improvement of 6% (16-10%)

Improvement of 7% (20-13%) 

Optimal Book Orders required to ensure adequate inventory, lower inventory carrying costs 
and customer satisfaction.
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Texts Received by 1st Day of Classes
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