NAIN=N\FAXY NI T B1TEN R $

MEBCBEAMEBEEL [—A—ADEEREZAYICL, HIBICFYRIBEWNGTEE L
EE W LTEYET,

A BZOELEERIVTILHICE. HE—AVEYNZOEEEEDIONZIEHL Bk
LTENT BB DKUN RN EBRVNEEZTEYET, ZOLT. BHDOH ENKETERERICN
LIEEODRAETUTA CREARERMTESLD HHICHIBNAIV-NFTARAY MW
BITENEHEEDHELL, COITEIEH E. BERIOCOEELEREHRISERTEEN
J&& AMBRC AV EKBREVR L L FET,

NATIN=NFAAY R (CEHES B /Y

BHOHEN DB EECRRT, ZOLUBITBISIRIEZEIRT I BERICLYTH
RWIZI2Y—EAZREIELCENBEE R EEREDIYLVBERBREBAELTY
ESC

NAIN=N\FAXY FDTE

BEFEBENFKERLCVBINAIV-NFAAY PR LEVZITIV] CRHINTWI[ER
FHo0IL-L-EBDI5, AFXIV-L-EHOEROABTOZIMECROLUT, HZEK
EERRIILHOFER-BENMM BB S ETHEEREDTHOT, BHF R BERICLY, 1
BOMERBENENZIED]ZECHRELTEYET,

NREBDITH

BEFEERKRINAIV-NTAAY MW EREENZITIV]CELCXT,
https://www.mhlw.go.jp/content/11900000/000915233.pdf
KBE, WRIFUTOLOIBITROMARESINDIEDTEHYFEA,

1. BEHRFOZEROABNZLEMEERIGEDH
(1) BHofEam Y-ERAISRIEPIBENZHONE NS E
(2) EXRORAED, BHOER- V-LAORNAB L FERIBWNGE


https://www.mhlw.go.jp/content/11900000/000915233.pdf

2. BEREXRRIZLHOFE - BHEM B ETBILEODH]
(1) BRABROZHELCHIDESI TEE EENZ A RN B VED
OEHENBHE (RIT-5F)

OFHNLEKRE (Z8. f15. ZERE. B £35)
CBENLEH
@ TFEOEXK

GOftG (BUIRSN3) #i (LoZw)
OWRIBRITE) (THRE. FEY)
DERNBES
MR EE
Ot BEANDKE, EK
(2) BRABROZHMECROSUCTBELE LENZIHENHEED
OER LB AY-LADEK
Q=HMEDEKR -SEMNEBHOBVHIFEOEK

3. BERICLBZOMERITH
SNS PAV5 -2y~ ETOREFHFEITH

NATN=IN\FARAY EADIT It

HBEFRADIT &

NAIN=NTAAY DX REBGDITAICITEIEMBERRICAT, BENLGELEVEKRSHF
Ih BETHILHIMLISHECIRIFIROEYETZIHENTINET,

REEXBEDTHDI I

NATIN=NFAAY bRERCHAT, BRERENMTER OIS TESLD WAL EOTHEE
EhELBYET,

NAFN=NFGAXY EADIIGN Z1T IV ETE 8. (L REHIZBELTEYET,
NAIN-NFAXY M T HEKBOERELHYET,

SUBYILA IS DI, HEREERE (BRPAEFLLYE) LEHVLET,

HBERADHFEL



FEAEDEERRICE, ITICLEEFREEZETFLIVVZEVWTWTEY . BEREELRSILYKNE
ROBELRALTEYET, L. AN —NAIV-NTAAY MR E T BITRDHERINE
SECIE ATEA S LAY RWELET, FIZZIER, CHHEBYEISOERENELH
B

Guidelines for Addressing Customer Harassment

We operate under the principle of “valuing each customer and being a place of
comfort that is close to the community.” To achieve this vision, we believe it is
essential to create a work environment where each employee can work comfortably
and with dignity, without being subjected to harm. We have therefore established
the following action guidelines to ensure our employees can provide the highest
level of hospitality and create memorable experiences for our customers with a
smile. Please note that these guidelines are not intended to dismiss valuable

feedback from our customers.

Purpose of Addressing Customer Harassment
We aim to create a workplace environment where our employees can work in good
health, both physically and mentally, and feel safe. We believe that this will lead to

better service and stronger relationships with our customers.

Definition of Customer Harassment

In line with the "Customer Harassment Prevention Corporate Manual" issued by the
Ministry of Health, Labour and Welfare, customer harassment refers to "complaints
or behavior from customers where, considering the validity of the complaint or
demand, the methods or manner used to fulfill that request are socially
inappropriate, and such methods or manner harm the employee's working

environment."

Targeted Actions

These actions are based on the "Customer Harassment Prevention Corporate



Manual" issued by the Ministry of Health, Labour and Welfare:
https://www.mhlw.go.jp/content/11900000/000915233.pdf

Note: The actions covered are not limited to the examples listed below.

Examples where the customer’s demands lack validity:

(1) When no defects or faults are found in our products or services.
(2) When the customer’s demands are unrelated to our products or services.
Examples where the methods or manner of fulfilling demands are socially

inappropriate:

(1) Things that are likely to be deemed inappropriate regardless of the validity of the
demands:

Physical attack (assault, injury)

Mental attack (threats, defamation, insults, slander, abusive language)
Intimidating behavior or language

Demanding an apology or prostration (dogeza)

Continuous (repeated) harassment or persistent demands

Confining behavior (refusal to leave, occupying space)

Discriminatory actions or language

Sexual harassment or inappropriate behavior

Attacking or demanding actions against individual employees

(2) Demands that may be deemed inappropriate in relation to their validity:
Requesting a product exchange

Demanding financial compensation or an unreasonable apology

Other disruptive behaviors by customers:

Defamation or slander on social media or the internet.
Response to Customer Harassment
Customer Response: When an incident of customer harassment occurs, we will seek

rational discussions aimed at a reasonable resolution. However, if we deem the


https://www.mhlw.go.jp/content/11900000/000915233.pdf

behavior to be malicious, we may refuse service to the customer.

Employee Response: To prepare employees to respond promptly to customer
harassment, we conduct training on how to handle such situations. We have
developed a customer harassment response manual and have established an
internal system for managing these cases. A dedicated consultation service is
available for employees, and we also collaborate with external organizations (such as

the police or lawyers) for more appropriate responses.

Request to Our Customers

We are grateful that most of our customers already comply with the above
guidelines, and we will continue working to build even better relationships with
them. However, if any behavior that falls under the category of customer harassment
is identified, we will address it in accordance with these guidelines. We kindly ask for

your understanding and cooperation.



