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Basic Policy on Customer Harassment

Hagi Honjin Co., Ltd. (hereinafter referred to as “the Inn”) is committed to providing a welcoming environment where

guests can relax with peace of mind through our hot springs, cuisine, and heartfelt hospitality.

We sincerely value the opinions and requests we receive from guests and regard them as important feedback that

helps us improve our services.

At the same time, words, actions, and unreasonable or excessive demands that undermine the dignity or safety of

our employees may affect the comfort of other guests and interfere with the smooth provision of our services.

To protect our guests’ peace of mind and provide a safe working environment for our employees, the Inn has
established the following Basic Policy on Customer Harassment and will respond to such conduct firmly and

appropriately as an organization.

1. Definition of Customer Harassment

The Inn considers customer harassment to be demands, statements, or conduct by guests or others where, in light
of whether the demand itself is reasonable, the means or manner used to pursue it are socially unacceptable and

adversely affect the working environment of our employees.

Even where a request or complaint has a legitimate basis, violence, threats, insults, and similar conduct will not be
tolerated.

2. Examples of Conduct That May Constitute Customer Harassment

The following are representative examples and are not exhaustive. Each situation will be assessed as a whole, taking
into account the facts and circumstances, the severity of the conduct, and its impact on employees and other

guests.



Type of conduct

Examples

Unreasonable or excessive demands

Persistent demands without reasonable grounds for refunds,
discounts, or monetary compensation, or for room changes,
food or beverages, transportation, or other arrangements that
exceed the terms of the agreement or the scope of the Inn’s

responsibility.

Prolonged detention

Unreasonably restraining employees and interfering with their
duties through lengthy meetings or telephone calls, remaining on
the premises, or reprimanding employees while making

unreasonable demands.

Repeated and persistent demands

Repeatedly making the same unreasonable demands or
contacting the Inn after adequate explanations or responses

have been provided, thereby interfering with normal operations.

Intimidation or threats

Threatening to cause harm, implying connections with antisocial
organizations, or using the threat of negative reviews or posts on

social media to demand money or preferential treatment.

Abusive or discriminatory conduct

Shouting, insulting employees, attacking a person’s character, or
making discriminatory statements or engaging in discriminatory
conduct on the basis of nationality, gender, disability, or other

personal characteristics.

Violence or damage to property

Hitting, kicking, throwing objects, or damaging facilities,

equipment, or other property.

Unreasonable demands for apologies or other action

Forcing employees to kneel in apology or make private apology
visits; demanding that an employee be dismissed or disciplined;

or using one’s status or position to demand special treatment.

Defamation or invasion of privacy

Disseminating false information online, including on social
media; engaging in defamatory conduct that infringes upon
others’ rights; taking or publishing photographs or recordings
that violate the privacy of employees or other guests; or
demanding disclosure of employees’ private contact

information.

Sexual conduct or stalking

Making sexual remarks, engaging in unnecessary physical
contact, pressuring an employee into a personal or romantic
relationship, waiting for or following an employee, or secretly

photographing others.

Conduct that disturbs other guests

Intimidating or persistently interfering with other guests, refusing
to follow reasonable instructions given to ensure safety, or
otherwise significantly interfering with other guests’ use of the

Inn.




3. Measures to Protect Our Employees

The Inn will not leave individual employees to handle customer harassment on their own. We will respond as an

organization under the direction of responsible managers and take the following measures:

e Communicate this policy throughout the organization and provide education and training on appropriate
response procedures.

e Establish a framework for responding to customer harassment as an organization.

* Provide appropriate care and support for the physical and mental well-being of affected employees.

4. Our Response to Customer Harassment

The Inn will carefully review the details of any complaint or request and respond appropriately if there are matters we

should improve.

If conduct is determined to constitute customer harassment, the Inn may take the following measures as

appropriate to the circumstances in order to protect employees and other guests:

Request that the conduct cease.

e Designate a specific representative or require communication through a specified method.

Discontinue responding to unreasonable demands or terminate meetings, telephone calls, or other

communications.

Refuse accommodation or use of our facilities, discontinue the provision of services, or request that the

individual leave the premises.

Report the matter to or consult with the police and work with attorneys or other relevant professionals.

If damages have occurred, seek compensation on legal grounds.

e Where necessary for fact-finding and ensuring safety, make audio or video recordings of telephone
conversations or other interactions.
5. ARequest to Our Guests

The Inn will continue to value the voices of our guests and strive to improve our hospitality so that your stay in Hagi

will be a memorable experience.

We sincerely ask for your understanding and cooperation with this policy so that all guests may enjoy a comfortable

stay and our employees may provide their services in a safe environment.

Hagi Honjin Co., Ltd.



