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Sunbright Corporation 2025.1.1 decision

Basic Policy on Customer Harassment

Sunbright Corporation's employees, under the concept philosophy of “further evolving the
Sunbright Hotel brand as a ‘high quality unmanned hotel offering a small extraordinary
experience’ that is unmanned but people-oriented,” greet guests with a smile from both the
front and back sides of the hotel every day and strive to provide “satisfaction” to our guests.
We strive to provide our guests with “satisfaction” by welcoming them with a smile from both

the front and back sides of the hotel every day.

To embody this philosophy, each employee must be able to perform his or her duties with
dignity and confidence. In order to protect employees from customer harassment that may
interfere with this environment, the “Corporate Manual for Responding to Customer
Harassment” published by the Ministry of Health, Labor and Welfare, states The basic policy
has been formulated in light of the appropriateness of the content of the claims and requests

for such claims and requests from customers.

B Definition of customer harassment

Customer harassment is defined as a complaint or action by a customer or other person that
is socially unacceptable in terms of the means or manner in which the request is made, in light
of the reasonableness of the content of the request, and that harms the employee's working

environment.

B Examples of Covered Conduct

In accordance with the “Corporate Manual on Customer Harassment Prevention” published
by the Ministry of Health, Labor and Welfare of Japan.

1. Examples of cases where the content of the request of the customer, etc., lacks validity

(1) When the Company's products or services are not found to be defective or negligent

(2) When the content of the request has nothing to do with the Company's products or
services

2. Examples of socially unjustifiable means and methods to realize a demand

(1) Those that are highly likely to be considered unreasonable regardless of the validity of the
content of the demand

(D Physical attack (assault, injury)

(2) Mental attacks (threats, slander, libel, insults, abusive language)

(3 Intimidating words or deeds



@ Demand to get down on one's knees

(5 Continuous (repeated) persistent (insistent) behavior

(6Restrictive behavior (not leaving, staying)

(DDiscriminatory behavior

(8Sexual language or behavior

(9Attacks on individual employees, demands

(2) Requests that may be considered unreasonable in light of the appropriateness of the
content of the request

(D Requests for exchange of goods

(2) Demands for monetary compensation

(3Demand for apology

3. Examples of other annoying behavior

Slanderous and defamatory acts on social networking sites and the Internet

The subject is not limited to the above acts only.

B Responding to Customer Harassment

1. Response to customers

(1) We will strive to build a good relationship with our customers by seeking rational
discussions to reach a reasonable resolution to the subject conduct.

(2) In the event of danger to life or limb, we will not hesitate to contact the police and attempt
to resolve the situation.

(3) If we deem the situation to be malicious, we may terminate our response and refuse your
use of the service.

2. Response to employees

(1) In preparation for the occurrence of an outbreak, training on how to deal with it will be
provided. (Implemented in March 2025)

(2) In the event of an outbreak, we will respond in an organized manner.

(3) We will make efforts to take care of the affected employees as a top priority.

(4) We will cooperate with external organizations (police, lawyers, etc.) for a more

appropriate response.

B A Request to Our Customers

(HOTEL THREE and APARTMENT SUNBRIGHT and Yamatake Raijin) wants to be close
to the hearts of our customers and satisfy their needs. However, in the unlikely event that an
incident of customer harassment is found, we will take action in accordance with this policy
and the Tokyo Metropolitan Government's Customer Harassment Prevention Ordinance

(enforced on April 1, 2025). We appreciate your understanding and cooperation.



