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Zao Company Co., Ltd. (Oomiya Ryokan / Zao Shiki no Hotel / Zao Kokusai Hotel)

Basic Policy Against Customer Harassment

I 1. Introduction

Zao Company Co., Ltd. (Oomiya Ryokan, Zao Shiki no Hotel, and Zao Kokusai Hotel) operates under the corporate

philosophy: "Providing the finest experiences filled with the charm of Zao, creating happiness for all."

Surrounded by the four seasons of Zao Onsen at an altitude of 900 meters and blessed with rich, strongly acidic, milky-white
sulfur hot springs, we strive to offer our guests the finest stay and happiest memories, while aiming for the physical and

mental well-being of all our employees.

To uphold this safe, secure, and high-quality hospitality, we respond sincerely to legitimate requests from customers while
placing high value on mutual respect between guests and staff. In the event of customer harassment that damages employee
dignity, we will take firm and resolute action based on this policy to protect employee human rights & safety, as well as the
comfortable stay of other guests.

I 2. Definition of Customer Harassment

In accordance with guidelines from the Ministry of Health, Labour and Welfare of Japan, customer harassment is defined as
demands or conduct by customers that "lack legitimacy or reasonable grounds," or "employ methods and means that are

socially unacceptable, harming the working environment of employees or causing disturbance to other guests."

I 3. Major Unacceptable Conduct

Demands Lacking Legitimacy or Reasonable Grounds
o Unfounded claims regarding rooms, dining, hot spring facilities, or service quality where no fault exists
e Demands for full refund or excessive discount over minor defects or force majeure (weather, nature)

e Compelling room upgrades or unreasonable special treatment beyond reservation scope

Unacceptable Conduct Regardless of Request Content
o Physical or verbal attacks (assault, threats, shouting, abusive language, discrimination, drunken misconduct)
o Extorting money/free services, forcing staff to kneel (Dogeza) or demand unreasonable apologies
o Persistent repetitive demands or long stand-offs/detention via in-person, phone, email, or SNS
¢ Violating accommodation rules, hot spring bath etiquette (tattoos, drunk bathing), or non-smoking policies

o Stalking employees, unauthorized audio/video recording, or defamation on social media and review sites

I 4. Basic Response Policy

If unacceptable conduct is identified, service will be terminated immediately, and stay or facility usage across all group hotels
will be refused. For severe misconduct (assault, threats, stand-offs, online slander), we will immediately report to the police

and pursue legal remedies in consultation with legal counsel.

[Contact Window & Hotel General Managers] Enacted: September 1, 2026
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