Note: The English translation is provided for information. The original Japanese version
remains the sole official version. If there is any discrepancy between the two versions,
the Japanese original should take precedence.
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Sophia University Basic Policy on Measures to Prevent Customer Harassment
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Section 1: Purpose, Positioning, etc.

1. This Policy sets forth the basic principles and fundamental rules for preventing customer
harassment (defined in Section 3; the same applies hereinafter), while emphasizing
constructive dialogue with stakeholders related to Sophia University (hereinafter referred
to as “the University”), and for protecting the dignity and safety of faculty and staff
members and maintaining a healthy working, teaching, and research environment.

2. This Policy shall serve as the highest-level policy for measures to prevent customer
harassment at the University.

3. Based on this policy, the University shall establish the Sophia University Regulations on
Measures to Prevent Customer Harassment (hereinafter referred to as the "Prevention
Regulations") and the Sophia University Basic Manual for Responding to Customer
Harassment (hereinafter referred to as the "Manual").




4. If the provisions of this policy conflict with the Prevention Regulations or the Manual, or if
there is any ambiguity in interpretation, the Prevention Regulations or the Manual shall be
interpreted and operated in accordance with the purpose of this policy.
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Section 2 Basic Principles

1. The University, taking as the foundation of its establishment the Catholic tradition and the
ideals upheld by the Catholic Society of Jesus, its founding body, protects the personality,
dignity, and safety of its faculty and staff members, based on the educational spirit of
fostering people who live "For Others, With Others."

2. The University shall, as a basic principle, respond sincerely to words and actions such as
opinions, demands, requests, and the like from stakeholders (hereinafter referred to as
“stakeholder conduct” ).

3. The University shall not tolerate customer harassment and shall address it firmly as an
organization.
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Section 3 Definition of Terms

Unless otherwise specified, the meanings of the terms used in this Policy shall be in
accordance with the examples set forth in the Prevention Regulations. The meanings of the
principal terms in this Policy shall be as follows.

(1) “Customer Harassment” means any conduct occurring in the workplace of faculty or staff
members that satisfies all of the following requirements (a) through (c):

(a) the conduct is engaged in by a stakeholder;

(b) in light of the nature of the duties performed by the faculty or staff member and other
relevant circumstances, the conduct exceeds the bounds considered acceptable under
socially accepted norms; and

(c) as a result of such conduct, the working environment or the educational and research
environment of the faculty or staff member is harmed.

(2) “Stakeholder” means students, graduates, examinees, prospective students, applicants for
admission, course participants, program completers, their relatives and guarantors,
business partners, facility users, local residents, and all other persons related to the
business activities of the university, excluding the university’s faculty and staff members.

(3) “Faculty and staff members” means the University’s faculty and staff members.



(4) “Workplace of faculty and staff members” means that in addition to physical workplaces
such as campuses, this refers to any place or situation in which faculty and staff members
are involved in connection with their work or educational and research activities,
whether on or off campus, within or outside regular coursework, and during or outside
working hours, so long as it has relevance to the University’s operations.

(5) “Harm the working environment or the educational and research environment of faculty
and staff members” means that faculty and staff members are subjected to physical or
mental distress, and the work environment or the educational and research environment
becomes unpleasant, resulting in an impediment of a degree that cannot be overlooked in
performing their duties or educational and research activities.
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Section 4 Examples of Customer Harassment
Specific examples of customer harassment include, but are not limited to, the following.
(1) Physical aggression (violence, injury, throwing objects, damaging property)

(2) Psychological aggression (threats, intimidation, shouting threats, insults, abusive
language, defamation of reputation or credibility, denial of personality, discriminatory
remarks, suggesting or implying self-harm or harm to others)

(3) Sexual conduct (unwanted contact, sexual remarks, sexual demands, imposing gender
roles)

(4) Improper demands (coercing matters unrelated to work, requiring prostration on the
floor and unreasonable apologies, demanding unreasonable financial compensation,
demanding the unreasonable appointment or exclusion of a particular employee,
demands that violate laws or internal regulations, repeated persistent repetition of the
same content)

(5) Restrictive conduct (unreasonably prolonged or repeated meetings or phone calls
without justifiable reason, persistent contact late at night or early in the morning, refusal
to leave, lingering, confinement)

(6) Invasion of privacy (prying into personal information or hinting at disclosure, stalking
behavior, following, lying in wait)

(7) Unauthorized recording and filming (unauthorized recording, filming, streaming, or
record-keeping that interferes with the proper operation of business)

(8) Defamation on social media and in online reviews (posts containing falsehoods,
exaggeration, or threats, and posts that damage reputation or credibility)
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Section 5 Scope of Application

1. This policy applies to all customer harassment at the University.



2. Specific response procedures, record formats, phased measures, division of roles among
relevant departments, and other operational details not specified in these policies shall be
governed by the Prevention Regulations and the Manual.
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Section 6 Basic Principles for Response

1. The University shall verify the facts and respond sincerely within reasonable bounds to
the words and actions of stakeholders.

2. If the means, manner, or content of the words and actions of stakeholders exceed the
scope generally accepted by social norms, the University shall give the highest priority to
the human rights and safety of faculty and staff members, suspend or terminate its
response, and, if necessary, limit future points of contact for such responses.

3. With regard to customer harassment, the University shall take an organizational response
centered on the business line so that the burden does not fall disproportionately on faculty
and staff members (the primary responders).



4. The University shall not subject faculty and staff members who report or consult about
customer harassment, or who cooperate in fact-finding, to any disadvantage on the
grounds of those actions.

5. With regard to customer harassment cases that are malicious or highly dangerous, the
University shall work with external expert organizations such as the police and lawyers
and respond appropriately, including taking legal measures.

6. The University shall provide faculty and staff members who have suffered customer
harassment with mental and physical care and any necessary work-related
accommodations.

7.In addressing customer harassment, the University shall give due consideration to the
protection of personal information and privacy and strive to prevent secondary harm.
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Section 7 Response, Consultation and Reporting System

1. If a faculty or staff member (first responder) receives customer harassment (including
suspected cases), they shall promptly report and consult with the person responsible for
on-site response as specified in the prevention regulations and respond in accordance
with that person’s instructions or advice.

2. If coordination with, or consultation with, an external organization is necessary, such as in
cases involving criminal conduct (including suspected cases), the person responsible for
on-site response or the final person responsible for on-site response shall report and
consult with the General Affairs Group of the General Affairs Bureau in accordance with
the procedures set forth in the prevention regulations.
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Section 8 Dissemination and Training

1. The University shall publicize this policy through postings on campus, its website, and
other means.

2. The University shall regularly conduct training and awareness activities for faculty and
staff members based on the prevention regulations and manual.
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Section 9 Mutatis mutandis

Customer harassment against the university’s specified consignees (among those who are
entrusted with business through contract from the university, individuals who do not
employ any workers, or corporations that have no officers other than a single representative
and do not employ any workers) shall also be handled in accordance with this policy.
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Supplementary Provisions
1. This policy shall come into effect on October 1, 2026.

2. Any revision or abolition of this policy shall be made by the decision of the Standing
Committee for Higher Education.



