This is my experience with KDP and how KDP it displays lack of 15 leadership principals that Amazon so
passionately advertises to follow. Since, it is a KDP story, let me begin it as such.

Once upon a time, there a concept in Amazon, called Amazon Scout. The objective was to pick the best book
in the genre (had a good contest money too) and then later to push other books which did not violate the
Amazon Rules to KDP. Win-Win!!! Whoever thought of this to get KDP to a lot budding authors did a great
job.

So, | enrolled in this Amazon Scout for my title Heir. Bingo, it was Confirmed and Approved, and the campaign
went live.

Kindle Scout - = - Your Kindle Scout campaign launches on February 22, 2017 12:00 AM EST D serx

kindles

kindlescout

Your Kindle Scout campaign for Heir has launched! o nbax =

Kindle Scout <kindlescout-noreply@amazon.coms Wed, Feb 22, 20 0:35 AM

kindlescout

Hello Naseha Sameen
Congratulations! Your Kindle Scout campaign for Heir has launched
Here is the URL for your campaign:

hitps:/kindlescout. amazon.com/p/135JH5ZUGOV

Make sure you let your network know! Facebook fans, Twitter followers, and email lists
you have accumulated over the years are great places to start

Questions? Check out our FAQs or Contact Us.

Regards,
The Kindle Scout Team

Yeah! But | did not win. Amazon informed that | could launch it immediately on KDP platform.

Kindle Scout Submission - Heir = fsexx

Heartbreak, but instead of launching it
immediately, thought of going thought it again
and getting it edited before submission to KDP.
Now let’s fast forward to 2019 when |
submitted this book for KDP. | wanted to take
advantage of Contest by Hindustan Time,
Pen2Publish and how Amazon KDP team
messed with it. That’s another story. Later if |
have patience. So, in 72 hours, got to know
that the content was in violation with content
guidelines. Whatever, that meant. Like a dutiful subject, | appealed.

Kindle Scout <kindiescout noreply @amazon com

kindlescout

Kindle Scout again for your next book’

The Kindle Scout Team



Alert from Amazon KDP for 1 Titlels)

Nindle irect Publishing e

2 emails with same content on 1% and 2" of December in reply to the question, “I would like to know the
reason or clauses where the violation occurred.”

So, | waited for their operational window to open and | picked up the phone. Also, keeping a record, dropped
a note of my conversation. And like a magic, on 4" December it was reinstated. Amazon KDP apologies for
the inconvenience

Your Amazon KDP Inquiry Inbox X BB
Amazon.com <kdp-content-appeals@amazon com ed, Dec 4, 2019, 5: e
Hello,

We've reviewad your response concerming the following books:

Hair - |: End of Innocenes | ID: 33543258 | ASIN: BOB20GDT2T
After further consideration, we've reinstated your book and you will view the detail page here: hifo zon.comidp/B0E20E0TIT

We appreciate your feedback and apologize for any inconvenience caused by this temporary suppression.

Best regards,

Amazon KDP

— Original message: —

: Any update

Hi i had called you yesterday to find the resson for the book being blocked. The representative did not find any notes specifying the reason for rejection. | am awaiting an answer. Just FY| this is ihe same book that was accepted for

kindle scout competition. Unfortunately it did not make it to the top. So instead of publishing it then. i took it down edited and edited again then have upioaded it here

It was doing good. 51 reviews with 4 & 5 stars. | thought my life was taking a beautiful turn. | wanted to bring
down the price of Heir — End of Innocence. Wanted to make it truly affordable to all in lockdown state that
the world is in. And then Amazon KDP team’s auto bot (I am not sure if it is bot. Any human being of average
intelligence would understand the query and answer the questions) thought to block it. And what follows is
the attempt of the bot to become human by being egoist and adamant to defend its action as right one.



Kindle Direct Publishing Thu, Apr23,7:37AM Yy
tome -

Hello,
We're contacting you regarding the following book(s):

Heir - End of Innocence by Sameen, Naseha (AUTHOR) (ID: 33543258)

During our review process, we found that your book(s) violate our content guidelines. As a result, we are not offering your book(s) for sale on Amazon.
You can find our content guidelines on the KDP website:

https://kdp.amazon.com/help/topic/G200672390

Amazon KDP

Naseha. World <naseha s@gmail.com= Thu, Apr23,9:39AM Yy
to Kindle =

Again, your automatic system has blocked my book for review. This is the same title that you had suggested to publish after kindle scout campaign. It is the same book, which
after review you apologized, saying it was a mistake to block it. And it is the same book that was live from Dec 2019 ... No content has been changed only price was changed.

With paperback not available, this is not the time to block kindle version without applying an ounce of logic. | would like a call back from supervisor.

All these mess can be sorted if the workflow would be different for change in category and price and workflow.

Please qet me talk to a supervisor,

On Fri, 24 Apr, 2020, 06:09 Amazon.com, <kdp-content-appeals@amazon com= wrote:
Hello,

We're contacting you regarding the following title:
Heir - End of Innocence | ASIN: Heir - End of Innocence

We've confirmed that your book contains content that is in violation of our content guidelines and we will not be offering this title for sale on Amazon. As stated in our
guidelines, we reserve the right to determine what we consider to be appropriate, which includes cover images and content within the book.

If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review process.
Previous customer revisws, tags, and sales rank information are not transferable because the title will essentially be a different product.

QOur content guidelines are published on the KDP website.

To learn more, please see: hitps://kdp.amazon.com/help?topicld=A2TOZWOSVTIR1U

Best regards,

Amazon KDP
hittp://www amazon.com

% Naseha. World <naseha s@gmail.com= Apr24,2020,813AM Y7
-z:i to kdp-content-appeals+AZAFIYTFRPVTMIT -
VWhat is the violations? Did you even read the query? Please refer to the chain email. You had accepted it in Kindle scout and had suggested it to be in KDP. Then you made it

live in 4/12/2019. After confirming that it was not in violation with any of the guidelines. | changed price.

Mone of the content was changed, you can check the logs. So how was the content that was live 3 days ago suddenly gets blocked after price change. | would like to have a
word with your supervisor. It is illogical and for a company that talks about customer obsession, it is copy paste answer. | need a supervisor to look at this.

aes



Amazon.com <kdp-content-appeals@amazon.com=> Apr 24,2020, 609 AM Yy -
tome =

Hello,
We're contacting you regarding the following title:
Heir - End of Innocence | ASIN: Heir - End of Innocence

\We've confirmed that your book contains content that is in violation of our content guidelines and we will not be offering this title for sale on Amazon. As stated in our
guidelines, we reserve the right to determine what we consider to be appropriate, which includes cover images and content within the book.

If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review process.
Previous customer reviews, tags, and sales rank information are not transferable because the title will essentially be a different product.

Our content guidelines are published on the KDP website.

To learn more, please see: https://kdp.amazon.com/help?topicld=A2TOZWOSV7IR1U

Best regards,

Amazon KDP
http://www.amazon.com

Your Amazon.com Inquiry Inbox x

Amazon.com =kdp-content-appeals@amazon.com= Fri, Apr 24, 3:46 PM
tome -

Hello,
Our content guidelines are published on the KDP website.

To lzarn more, please see: https://kdp.amazon.com/help?topicld=A2TOZWISVTIR1U

Content that is in violation of these guidelines will not be offered for sale.
Best regards,
Amazon KDP

hitp:/fwww. amazon.com

Your Amazon.com Inquiry Inbox x 85 B
Amazon.com <kdp-content-appeals@amazon.com= Fri, Apr 24, 7:52 PM {r =
tome -

Hello,

We're contacting you regarding the following title:
Heir - End of Innocence

We've confirmed that your book contains content that is in violation of our content guidelines and we will not be offering this title for sale on Amazon. As stated in our
guidelines, we reserve the right to determine what we consider to be appropriate, which includes cover images and content within the book.

If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review process.
Previous customer reviews, tags. and sales rank information are not transferable because the title will essentizlly be a different product.

Our content guidelines are published on the KDP website.

To learn more, please see: https://kdp.amazon.com/help?topicld=A2TOZWOSVTIR1U

We appreciate your understanding.
Best regards,

Amazon KDP
hitp:/fwww.amazon.com




Amazon.com <kdp-content-appeals@amazon.com= Sat, Apr 25, 1:37 AM T -,

tome ~

amazon Your Account | Amazon.com
Message From Customer Service

Hellg,

YWe're contacting you regarding the following title:

Heir - End of Innocence
ASIN: B0829GDT2T

As stated in our guidelines, we reserve the right to determine what we consider to be appropriate, which includes the content within the book.

If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review

process. Previous customer reviews, tags, and sales rank information are not transferable because the title will essentially be a different product.

To learn more, please see: https:/fkdp.amazon.com/help?topicld=A2TOZWOSVTIR1U

We appreciate your understanding.

Best regards,
Amazon KDP
Amazon.com

Alert from Amazon KDP for 1 Title(s) nbox x 5 2
Kindle Direct Publishing Sat, Apr25 11:01AM 7 4=

tome =

Hello

We're contacting you regarding the following book(s):

Heir - End of Innocence by Naseha Sameen (AUTHOR); Lavanya Nukavarapu (CONTRIBUTOR); Naseha Sameen (AUTHOR) (ID: PRI-6BHKBSWPBZX)

During our review process, we found that your book(s) violate our content guidelines. As a result, we are not offering your book(s) for sale on Amazon.

You can find our content guidelines on the KDP website: https://kdp.amazon.com/help/topic/G200672390

Amazon KDP

&, Reply ®» Forward

After 5 replies that made no sense, strangely enough same reply was posted 4 times just to rub it on me. 3-4
promises of escalating it to the team to get answers, were in vain. Over the call, | was informed that there
were no notes which specified the violation.

And if content in violation, then how was it accepted in the first place. For change in price, the workflow
should not get the entire book into review. Surely, the Process Enhancement Specialist in Amazon who talk
about Frugality to Accomplish more with less can appreciate the need of 1 reply for all the queries. Why were
there multiple answers to same query without any value add. Do they have additional headcount?
Everybody was passing the buck and was not owning. | was desperate to get some answers, and yet, it
seemed that KDP content was an orphan revenue generating vertical with nobody taking the Ownership to
sort and solve for the problem that a customer was facing. Yeah, and | have heard about Amazon living the
concept of Customer Obsession. This is VOC — Voice of Customer, who happens to know a bit about Process
Excellence. | have observed that the batch run and contents get uploaded in batches — like first change in
Title, Cost and then the files get uploaded. Same way, can’t you divide the workflow into different streams
which will not lock the other changes and save this kind of nuisance for the customers. It is not a rocket
science, just a simple Invent and Simplify. | have told this as a feedback to the Customer Service
representatives. Surely, they should not be limited by saying, it was not invented by us, so we will not
simplify. Now back to our story. After 2 days, | got a response, which provided some information.



Alert from Amazon KDP for 1 Title(s) =~ o x

Kindle Direct Publishing Apr 25,2020, 7:01 AM
tome =

Hello,
We discovered temitory selections are preventing the following book(s) from being available in any Amazon marketplace:

Heir - End of Innocence by Naseha Sameen (1D: PRI-GBHKBESWPBZX)

In order to publish the book(s), please take one of the following actions on your territory selections:

Option 1: Public Domain Titles

1. Review your selected territories to ensure they're correct, make any necessary updates
2. Resubmit your book(s) for publishing

3. Reply to kindlecontent-review@amazon.com with the following information:

Original work information:

1. Author name(s) (all):

2. Author date(s) of death (all):
3. Initial publication date:

4. Initial publication country:

5. Website link(s) to confirm:

If the book is translated, provide the requested information for both the criginal and translated work.

If your title(s) isn't in the public domain in the selected territories, please reply to kindlecontent-review(@amazon.com with valid written documentation showing you have the
right to publish the book(s) in all selected territories.

Option 2: Titles under Copyright
1. Review your selected territories to ensure they're correct, make any necessary updates
2. Resubmit your book(s) for publishing

If your territory selections are already correct, please reply to kindlecontent-review@amazon.com after resubmitting your book(s) to confirm the selection.
Important note about European Union (EU) availability:
For European Union sales, in order for a KDP paperback title to be available in one European Union country, you must make the book(s) available in all European Union

countries.

If your book(s) is not in the public domain, or you don't have publishing rights in any one of those countries, then none of the European Union countries should be selected as
territories.

For a list of European Union countries, visit Help:
hitps://kdp.amazon.com/helpitopic/G201834280

If you have questions or believe you've received this email in error, please email us at kindlecontent-review@amazon.com.

Thanks for using Amazon KDP.

The territories may be a problem though the selection was not incorrect, still | clarified as it was written in
the email.

% Naseha. World <naseha s@gmail.com= Sat, Apr25, 530PM  Y¥
-«){‘ to Invincible, Kindle -

Thanks for explaining the situation.

Let me clarify. Initially, | self published it on KDP. However, in matter of days, Invincible Publication picked up this book for publishing. We entered a contract and they have the
rights to publish this book and the next. However, since there were few reviews on KDP so instead of unpublishing it from my kdp account. we linked it to the paperback which
is published through Invincible account.

| will remove it from my listing once | get the access to unpublish it. Right now it is greyed out, | cannet do anything.

Please unblock and relist the title Heir - End of Innocence 1SBMN 9789389600261 throught Invincible Publication. What | do hope that it won't affect the number of reviews
There were very heart warming.

Also copying Invincible Publication to follow up from their end as they have publishing rights of this book.

Regards,
Naseha

aee



And then all of a sudden Amazon’s KDP department thought that it is not in their principles to accept any
correction. They have to prove that they are Right, A Lot. They perhaps understood it as not to disconfirm
their belief. So, | received yet another copy paste answer to my query. Don’t know, if they were even inclined
to Learn and be Curious about what the issue was for which a customer was calling twice in a day and
following up with emails to keep a record of the discussion. They did not even read the email chain. And | was
expecting them to Deep Dive to the core of the issue and to Deliver the Result. By this | mean a correction or
further action on the clarification that | gave in response to their email. Not the same copy paste email which
does not Earn Trust. Not by a long shot.

Amazon.com =kdp-content-appeals@amazon.com> Apr 27,2020, 2:19 AM ﬂf -,
tome =

Hello,
VWe're contacting you regarding the following title:
Heir - End of Innocence | ASIN 938960026X

We've confirmed that your book contains content that is in violation of our content guidelines and we will not be offering this title for sale on Amazon. As stated in our
guidelines, we reserve the right to determine what we consider to be appropriate, which includes cover images and content within the book.

If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review process.
Previous customer reviews, tags, and sales rank information are not transferable because the title will essentially be a different product.

QOur content guidelines are published on the KDP website

To learn more, please see: https:/(kdp.amazon.com/help?topicld=A2TOZWOSVTIR1U
\We appreciate your understanding.
Best regards,

Amazon KDP
hitp:/

.3Mazon.com

Then another email on the same line. | swear, from the Customer Experience that | have, it seems that
nobody in this department has a Backbone; Disagree and Commit or Insists on High Standards to provide to
a customer a resolution. By this time, | had given up. | did not even care to reply to the insane bot that was
replying me. Then out of the blue, | received another email. Was there a chance that someone was into the
groove of Think Big and differently to look around the corners for ways to help and serve a Customer? Sadly
No.

Your Amazon.com Inquiry Inbox x

Amazon.com <kdp-content-appeals@amazon.com= Thu, Apr 30, 7:22 PM
tome -

Hello,

| wanted to let you know that we're still reviewing the request you provided for the following book:
Heir - End of Innocence

It's taking longer than usual to resolve this and I'm very sorry about the delay.

We'll contact you with more information by the end of the day on Thursday, May 07.

Thanks for your continued patience.

Best regards,

Amazon KDP
http:/

mazon.com




Then again, | got a reply that did not make sense. Scrolling down, | found that it was answer to the question
that | asked on 24™ April. The same copy paste material that had no value for me as a Customer who wanted
few answers. Was it Bias for Action was prompting them to reply without extensive research! But a reply
after 6 days without a research, can it be called Bias for Action? Or it is just a dire need for this department to
Hire and Develop the Best. Till now my experience is that they have hired robots without Al and have not
developed it beyond the Copy Paste Functionality. You be the judge of this.

Your Amazon.com Inquiry Inbox x & 3
Amazon.com <kdp-content-appeals@amazon.com= Fri, May 1, 444 PM Yy -

tome -

Hello,

As stated in our content guidelines, we reserve the right to determine what content we consider to be appropriate. This content includes both the cover art image and the
content within the book.

We're unable to elaborate further on specific details regarding our content guidelines beyond what is available here: https://kdp.amazon.com/help?topicld=A2TOZWOSV7IR1U

Best regards,

Amazon KDP
http

V.amazon.com

| did not even respond to this. Thankfully, someone was following the leads. And | got yet another reply.

Your Amazon KDP Inquiry © Inbox x & B2
Amazon.com <kdp-tier2escalations@amazon.com> Fri, May 1, 10:05 PM ¥y -

tome «

Hello,

I hope this email finds you wellll

I'm following up with regard to the issue you have had with the status of your title "Heir - End of Innocence.”

This issue requires input from another team. I've forwarded your concerns accordingly and you will receive a reply from this team within two business days.
Thanks for your comprehension.

Regards,

Shravani.

Kindle Direct Publishing
hitp.//kdp.amazon.com

Then after 8 days, (while they promised a revert in 2 days). | got no information as what the problem was.
When the content that was already approved and was live for 3 months, it was blocked for incorrect content,
when the only revision was price. As they have right to be the judge of what is appropriate and what is not.
Then what about the response about Territories and the follow up action that was asked of me? Which of the
information is true? Who is responding to the customer?



Amazon.com Fri, May 8, 4:59 AM (10 days ago) ¥y -~
tome -

Hello
We're contacting you regarding the following title:

Heir - End of Innocence
ASIN: B0829GDT2T

As stated in our guidelines, we reserve the right to determine what we consider to be appropriate, which includes cover images and content within the book.
If you wish to re-publish your book with content that meets our guidelines, it will need to be submitted as an entirely new book and go through our standard review process.

To learn more, please see: https:/fkdp.amazon.com/help?topicld=A2TOZWOSV7IR1U

Best Regards,

Amazon KDP

hitp:/fwww.amazon.com/your-account

| did not get any answers even after 15 days. And | am wondering, can’t they create a different workstream
for customer request for the following:

Edit eBook details -> This goes through the Review Process for Descriptions and Title, categories, territories,
Volume etc. in a fast track if there is no change in Content that was uploaded. It needs a validation not total
verification and the TAT — Turn Around Time could be 12 hours instead of 72 hours.

Edit eBook Content -> This would require complete Review if the e-book details are also changed, if not,
review for content, and not for e-book details or price. It can take 72 hrs, if it is coupled with ebook details
change, else TAT could be reduced to 48 hours

Edit eBook pricing -> Does not need to go through any review process or wait time.

If time is money, you get to save 12 hours in your TAT.

I am not suggesting any radical change, just for the 55 — Sort the requests into right workstream (Seiri),
Straighten the flow of the request if there are multi-level of changes (Seiton), Shine out the
unnecessary workflow that is not needed, make it waste free (Seiso), Standardization the process
that Customers do not feel lost searching for answers. (Seiketsu) and Sustain the process by
teaching the employees the empathy and importance of getting it Right the First Time. RFT
(Shitsuke).

And if it is any indication of how much discomfort it creates across the Customer base that you have, do go
through this calculation. | picked up 2 categories (Literature & Fiction and Romance) to see what is the impact
that is for Customers across the globe triggered by the anarchical attitude of Amazon’s KDP team.

Assumptions:
x% these titles are non-unique, related in Lit & Fiction — 60%

y% of those titles were self-published under KDP — 40%

2% of titles need changes in a month —10%

a% of titles need changes and get stuck in review Process in a month — 5%
Using my example for TAT

Time taken to (not to) resolve — 15 days

No of email/communication — 14 emails & 4 calls

Time taken for email 10 mins, Calls including the wait time 25-42 mins


https://kdp.amazon.com/action/dualbookshelf.editkindledetails/en_US/title-setup/kindle/A3B9MMXZE9D2RC/details?ref_=kdp_BS_D_ta_ed
https://kdp.amazon.com/action/dualbookshelf.editkindlecontent/en_US/title-setup/kindle/A3B9MMXZE9D2RC/content?ref_=kdp_BS_D_ta_ec
https://kdp.amazon.com/action/dualbookshelf.editkindlepricing/en_US/title-setup/kindle/A3B9MMXZE9D2RC/pricing?ref_=kdp_BS_D_ta_ep

Total No of titles: 342000
No of Unique Titles: 136800
No of Titles by Self Publisher Authors/Relatively Unknown: They would not dare do this to J.K Rowling - 54720

Need Changes: 10K of such books need changes and assuming 5% gets stuck in Review Process - 531.2 titles
get stuck in a month.

Wasting 74368 mins, 1.3K hours of customers across the world in a month.

Calculating the Cost of Bad Customer Experience, 7968 days of bad customer Experience. And | have not yet
calculated the Waste of Resource in all this. That number will be much significant.

Now extrapolate this to some 157313 titles in the collection and assuming 1% gets stuck. You get 88 hours of
customers being wasted every month with 566 days of bad Customer Experience. In a year of 365, you are
create bad experience worth of 1.5 year

I may be off in my assumptions. | would not mind re-calculating it to the T for them as Pro-bono because it
was a hell that | went through, one of the worst Customer experiences and don’t want any other aspiring
writer, unconventional writers to go through this hell.

| wonder if your 15 principles of Leadership are only checked during the interview process only to be
forgotten once in the system. | did not feel that | was interacting with people who believed it was Day 1 for
them, rather felt it was their Last Working Day and they had to respond quickly and close the case without a
minutes thought.



