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Behavioral Guidelines on Customer Harassment

Introduction

At Okuma Private Beach & Resort, we are committed to providing our guests with an
exceptional experience. In doing so, we highly value mutual respect and understanding
between guests and staff. To ensure a safe and comfortable environment for everyone,
we have established the following guidelines for addressing customer harassment (also
known as "kasuhara").

Definition of Customer Harassment

Based on the “Customer Harassment Countermeasure Manual for Companies” issued
by the Ministry of Health, Labour and Welfare, Okuma Private Beach & Resort defines
customer harassment as follows. Please note that the examples provided below are
illustrative and customer harassment is not limited to these examples.

1. When the Customer’'s Demands Lack Reasonableness

(a) When there is no defect or negligence recognized in the products or services
provided by Okuma Private Beach & Resort

(b) When the content of the demand is unrelated to the products or services offered by
Okuma Private Beach & Resort

2. When the Means or Manner Used to Realize the Customer’s Demands Are Socially
Unacceptable

(This applies regardless of the reasonableness of the demand itself)

(a) Physical assault (e.g., acts of violence or bodily harm)

(b) Psychological abuse (e.g., threats, slander, defamation, insults, or verbal abuse)
(c) Intimidating behavior

(d) Demands for subservient acts such as kneeling

(e) Repetitive or persistent behavior

(f) Coercive actions (e.g., refusal to leave, loitering, or confinement)

(g) Discriminatory remarks or conduct

(h) Sexually inappropriate remarks or conduct

(i) Personal attacks or demands directed at individual employees

(Actions Deemed Inappropriate in Light of the Reasonableness of the Demand)

(a) Demands for product replacement
(b) Demands for monetary compensation
(c) Demands for an apology



Our Response to Customer Harassment
Our hotel will respond to customer harassment as follows:

1. We will sincerely engage in dialogue with customers to foster understanding and
resolve issues when customer harassment is directed at our employees. However, if a
guest continues to engage in such behavior repeatedly, we may refuse their reservations
or use of our hotel facilities.

2. Furthermore, if the hotel deems the behavior to be malicious or if dialogue is deemed
impossible, the hotel may request the guest to leave the premises, report the matter to
the police, or involve legal counsel.

We aim to continue responding to your requests and improving our services while
building a trusting relationship with our customers. We remain committed to building and
maintaining positive and respectful relationships with all our customers.
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