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CUSTOMER HARASSMENT

Basic Policy on Customer Harassment

Hoosiers Living Service Co., Ltd., hereinafter referred to as "The Company," is constantly striving to
improve service quality so as to ensure a safe and pleasant time for the hotel guests. The Company has
established and disclosed this policy with the aim of improving service quality and to protect our
employees. Please note that this initiative is not intended to eliminate the valuable opinions of our
customers.

Anticipation of Customer Harassment

The "Customer Harassment Countermeasure Company Manual" announced by the Ministry of
Health, Labor and Welfare mainly targets situations where complaints or behaviors from customers,
etc., which are deemed socially unreasonable in terms of the appropriateness of the demands of such
complaints or behaviors. Specifically, it focuses on situations where the means and methods to realize
such demands are considered socially unacceptable, and where the working environment of employees
is compromised by these means and methods.

Furthermore, the scope is not limited to the specific behaviors mentioned above.
Acts that are Considered as Targets of Customer Harassment

In accordance with the contents of the "Customer Harassment Countermeasure Company Manual"
announced by the Ministry of Health, Labor and Welfare, the following behaviors are anticipated.

Approaches and Responses to Customer Harassment

The Company values customers' opinions as valuable advice and guidance yet categorizes the
following behaviors as customer harassment.

Note: The examples listed below, including those in parentheses, are illustrative and are not meant to
be exhaustive.

1. When the content of a customer's request is unreasonable
(1) When there are no defects or negligence in the services provided by our company.
(2) If the content of the request is not related to our products or services.

2. Means and manners of fulfilling requests that are socially inappropriate.
(1) Requests which are likely to be deemed inappropriate regardless of their validity

(D Physical attacks (assault, harm)
(2) Mental attacks (threats, defamation, slander, insult, verbal abuse)
(3 Coercive behavior
@ Demand for kowtowing
(B Persistent (repeated or insistent) behavior
(© Restrictive behavior (refusal to leave, squatting, confinement)
(@ Discriminatory behavior



Sexual behavior
(9 Attacks or demands directed at individual employees

(2) Moreover, if the appropriateness of the demands is deemed unreasonable, the following behaviors
are also anticipated.
(D Demand for a product exchange.
(2 Demand for financial compensation.
(3 Request for an apology (excluding kowtowing)

3. Other nuisances by customers.
Defamatory acts on social media or the internet

Dealing with Customer Harassment

Regarding behaviors that fall under customer harassment, we seek rational discussions for a
reasonable resolution. However, in cases deemed malicious, we may refuse service.

Measures Against Customer Harassment (Our Request)

Most of our customers use our hotel without the occurrence of any of the actions listed above.
However, in case the Customer Harassment as described above occurs, we may refuse the use of our
facility and services. In the event that we deem the behavior to be malicious, we may take measures
such as consulting and reporting to external organizations (lawyers, police, etc.).

We will continue to make every effort to improve the quality of our services, and we would appreciate
your ongoing understanding and cooperation.



