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Terms & Conditions of 

Accommodation 



Terms and Conditions for Accommodation 

 

Article 1 (Scope of Application) 

1. Contracts for accommodation and related agreements to be entered into between this hotel and 

the guest to be accommodated shall be subject to these terms and conditions. Any particulars not 

provided for herein shall be governed by laws and regulations and/or generally accepted practices. 

When the hotel has entered a special contract with the guest, insofar as such special contract does 

not violate laws and regulations and generally accepted practices, notwithstanding the preceding 

paragraph, such special contract shall take precedence over the provisions of these terms and 

conditions. 

 

Article 2 (Application for accommodation contract) 

1. A guest who intends to make an application for an accommodation contract with the hotel shall 

notify the hotel of the following particulars: 

(1) Name of the guest(s) and their contact details 

(2) Date of accommodation and estimated time of arrival 

(3) Accommodation charge (based, in principle, on the basic accommodation charges listed in the 

table No.1) 

(4) Other particulars deemed necessary by the hotel. 

2. In case of the guest requesting during the stay, extension of the accommodation beyond the date 

in sub paragraph (2) of the preceding paragraph, it shall be regarded as an application for a new 

accommodation contract at the time such request is made. 

 

 

Article 3 (Establishment of accommodation contract, etc.) 

1. A contract for accommodation shall be deemed to have been concluded when the hotel has duly 

accepted the application as stipulated in the preceding article. 

2. When a contract for accommodation has been concluded in accordance with the provisions of the 

preceding paragraph, the guest may be required to pay an accommodation deposit fixed by the 

hotel within the limits of basic accommodation charges covering the guest’s entire stay by the date 

specified by the hotel. 

3. The deposit shall be first used for the total accommodation charges to be paid by the guests, then 

secondly for any cancellation charges under article 6 and thirdly for any reparations under article 17 

as applicable. The remainder, if any, shall be refunded at the time of payment of the accommodation 

charges as stated in article 11.  

4. When the guest has failed to pay the deposit by the date stipulated in paragraph 2, the hotel shall 

treat the accommodation contract as invalid. 

However, the above shall apply only in the event that the guest is informed by the hotel of the date 

of payment of the deposit. 

 

 



Article 4 (Special contract requiring no accommodation deposit) 

1. Notwithstanding the provisions of paragraph 2 of the preceding article, the hotel may enter into a 

special contract requiring no accommodation deposit after the contract has been concluded as 

stipulated in the same paragraph. 

2. If the hotel has not required the payment of the deposit as stipulated in paragraph 2 of the 

preceding article and/or has not specified the date of the payment of the deposit at the time the 

application for an accommodation contract has been accepted, it shall be treated as through the 

hotel has accepted a special contract prescribed in the preceding paragraph. 

 

Article 5 (Refusal of accommodation contract) 

The hotel may not accept the establishment of an accommodation contract and/or revoke a previously 

established contract, as stipulated in the following article 7, under any of the following case. 

(1) When the application for accommodation does not comply with the provisions of these terms and 

conditions. 

(2) When the hotel is fully booked, and no room is available. 

(3) When the guest seeking accommodation is deemed liable to conduct himself in a manner that will 

contravene the law or act against the public order or good morals in regard to his accommodation. 

(4) When the guest seeking accommodation can be clearly determined as carrying an infectious disease. 

(5) When the hotel is requested as assume an unreasonable burden in regard to his accommodation. 

(6) When the hotel is unable to provide accommodation due to natural calamities, dysfunction of the 

facilities or any other unavoidable causes. 

(7) When the guest appears liable to conduct or in fact conducts themselves in a disorderly manner, 

when the guest disturbs other guests. 

(8) When the guest seeking accommodation is considered to be a member of a gang group, crime 

organization or any other non-law-abiding group. 

 

Article 6 (Right of accommodation cancellation by the guest) 

1. The guest is entitled to cancel the accommodation contract by notifying the hotel. 

2. If the guest has cancelled the accommodation contract in whole or in part due to causes for which 

the guest is liable (except if the hotel has requested the payment of the deposit during the specified 

period as prescribed in paragraph 2 of article 3 and the guest has cancelled before the payment), 

the guest shall pay cancellation charges as listed in attached table No. 2. 

3. If the guest does not appear for check-in by 8:00 PM (or 2 hours after the estimated arrival time 

when specified by the guest during the establishment of the accommodation contract) of the 

accommodation date without advance notice, the hotel may regard the accommodation contract 

as being cancelled by the guest. 

 

Article 7 (Right of accommodation cancellation by the hotel) 

1. The hotel may cancel the accommodation contract under any of the following cases. 

(1) When the guest is deemed liable to conduct and/or have conducted himself in a manner that 

contravene the laws or act against the public order and good morals in regard to his 

accommodation. 



(2) When the guest can be clearly detected as carrying an infectious disease. 

(3) When the hotel is required to assume an unreasonable burden in regard to his accommodation. 

(4) When the hotel in unable to provide accommodation due to natural calamities and/or other 

causes of force majeure. 

(5) When the guest appears liable to conduct, or in fact conducts themselves in a disorderly manner, 

when the guest annoys other guests and/or hotel employees. 

(6) When the guest does not observe precautions for prohibited actions such as smoking in the 

room and/or non-smoking areas, and/or any other precautions for activities prohibited by the 

hotel. 

(7) When the guest refuses to or is deemed unable to pay for the accommodation and/or any 

charges related to his accommodation. 

2. If the hotel cancels the accommodation contract in accordance with the provision of the preceding 

paragraph, the hotel will not charge for any services that the guest has not yet received. 

 

Article 8 (Registration) 

1. The guest shall register the following particulars at the front desk on the day of accommodation. 

(1) Name, address, and Telephone number of the guests. 

(2) Nationality, passport number and date of entry into Japan are required for non-Japanese guests. 

(3) The date and estimated time of departure. 

(4) Any other particulars deemed necessary by the hotel. 

2. If the guest intends to pay his accommodation charge prescribed in article 11 by any means other 

than Japanese currency, such as coupons or credit cards, these credentials shall be shown in 

advance at the time of registration prescribed in the preceding paragraph. 

 

Article 9 (Occupancy hors of guestrooms) 

1. The guest is entitled to occupy the contracted guestroom of the hotel at any time from 3:00 PM 

day of arrival to 11:00 AM day of departure. 

2. The hotel may permit the guest to occupy the room beyond the time prescribed in the preceding 

paragraph. In this case, extra charges shall be paid as follows: 

(1) Up to 3:00 PM, 30% of the room charge. 

(2) Up to 6:00 PM, 50% of the room charge. 

(3) After 6:00 PM, room charge in full. 

 

Article 10 (Observance of use regulations) 

The guest shall observe the use regulations established by the hotel, which are posted within the 

premises of the hotel. 

 

Article 11 (Payment of accommodation charges) 

1. The breakdown and method of calculation of the accommodation charges, etc. that the guest shall 

pay is listed in the attached table No. 1 

2. Accommodation charges, etc. as stated in the preceding paragraph shall be paid with Japanese 

currency or by any means other than Japanese currency such as coupons, or credit cards 



recognized by the hotel at the front desk at the time of the departure of the guest or upon request 

by the hotel. 

3. Accommodation charges shall be charged even if the guest voluntarily does not utilize the 

accommodation facilities provided for him/her by the hotel. 

 

Article 12 (Liabilities of the hotel) 

1. The hotel shall compensate the guest for the performance of the accommodation contract and any 

related contracts, if any damages are made to the guest(s) due to the failure of the hotel and the 

hotel employees. This shall not apply if the cause of the damage is not attributable to the hotel. 

2. Even though the hotel has received the permission by the local fire station, the hotel is also covered 

by liability insurance in order to deal with unexpected fires and/or other disasters. 

 

Article 13 (Handling when the hotel is unable to provide contracted rooms) 

1. The hotel shall, when unable to provide contracted rooms, arrange accommodation of the same 

standard elsewhere for the guest insofar as is agreeable and with the consent of the guest. 

2. When arrangement of other accommodation cannot be made, notwithstanding the provisions of 

the preceding paragraph, the hotel shall pay the guest a compensation fee equivalent to the 

cancelled charges and the compensation fee shall be applied to the reparations. 

However, when the hotel bears no responsibility in regard to the inability to provide accommodation, 

no compensation fee shall be paid by the hotel. 

 

Article 14 (Handling of deposited articles) 

1. The hotel shall compensate the guest for damages when loss, breakage or other damage is caused 

to goods, cash or valuables deposited at the front desk by the guest, except in the case when the 

damage or loss has occurred due to force majeure. 

However, in regard to cash and valuables, the hotel shall compensate the guest up to a maximum of 

150,000 yen, when the guest has failed to report its kind and value to the hotel when prompted to 

do so. 

2. The hotel shall compensate the guest for damages when loss, breakage or other damage is caused 

by the hotel's intention or negligence to the guest’s goods, cash or valuables brought into the 

premises of the hotel by the guest but not deposited at the front desk. 

However, in the event mentioned in the preceding paragraph, the hotel shall compensate the guest 

up to a maximum of 150,000 yen when the guest has failed to declare in advance the nature of such 

articles. 

 

Article 15 (Custody of baggage and/or belongings of the guest) 

1. When the baggage of the guest is brought into the hotel before guest’s arrival, the hotel shall be 

liable to keep it only if such a request has been accepted by the hotel. 

The baggage shall be handed over to the guest at time of their check-in. 

2. When the baggage or belongings of the guests are found left after their check-out, and the 

ownership of the article is confirmed, the hotel shall inform the owner of the article left and ask for 

further instructions. 



When no instruction is given to the hotel by the owner or when the ownership is not confirmed after 

a month from the discovery date (or a day after discovery date for food and beverage, magazine or 

newspaper, umbrellas or any other item deemed as non-valuable by the hotel), the hotel will follow 

the guidelines stipulated in the “Lost Goods Act”. 

3. The Hotel's liability for the custody of the Guest's baggage and belongings shall be assumed in 

accordance with the provisions of paragraph 1 of the preceding article. 

 

Article 16 (Liability in regard to parking) 

When the guest uses the parking lot of the hotel, the hotel shall not be liable for the custody of the 

vehicle, regardless of whether the key to the vehicle has been deposited or not, as the hotel lends the 

space where the vehicle is parked. 

However, if the hotel intentionally or negligently causes damage due the management of the parking 

lot, the hotel shall be responsible for compensation. 

 

Article 17 (Liability of the guest) 

The guest shall compensate the hotel for any damage caused through intention or negligence on the 

part of the guest. 



Total amount payable by the guest

Basic 

Accommodation 

Charge

 Accommodation Charge – Room Charge

 Service Charge ( x 10%)

 Consumption tax ( x tax rate)

Additional Charges

Food and Beverage charges, other charges

 Service Charge ( x 10%)

 Consumption tax ( x tax rate)

Others Taxes stipulated by laws and regulations

Attached Table No.1
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TERMS AND CONDITIONS FOR ACCOMMODATION

• If the tax law is revised, it shall be in accordance with the revised provisions.



The date on which the 

contract cancellation was 

received

No-show Same day 1 day prior
2 to 7 days 

prior

8 to 14 days 

prior

15 to 30 days 

prior

Individual Under 9 rooms 100% 100% 100%

Group
More than 10 

rooms
100% 100% 80% 60% 50% 30%

Attached Table No.2
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TERMS AND CONDITIONS FOR ACCOMMODATION

1. % is the ratio of the cancellation charge to the basic accommodation charge.

2. If the number of days contracted is shortened, a cancellation charge for one day (the first day) will be charged regardless of the number 

of days shortened.

3. For partial cancellation of group (10 rooms or more), please contact the Rooms Reservation Department.

4. If the cancellation is made at the last minute, unless otherwise stated herein, the cancellation fee will be the amount of the 

accommodation charge for one day plus consumption tax and service charge. If a deposit is required at the time of booking and

cancelled at the last minute, the deposit will be charged as a cancellation fee. This penalty policy applies to all customers, including 

Hilton Honors Diamond and Gold members.

5. If any special agreement is made for group reservation the special agreement takes priority over the above cancellation fee.

6. A separate cancellation fee may be charged for specific dates determined by the Hotel.



House Regulation 

 

In order to assure you and all our guests a secure and pleasant stay at Hilton Yokohama, we have 

established the following rules in accordance with Article 10 of the accommodation agreement. 

We thank you in advance for your kind cooperation. 

 

In the unlikely event that you do not cooperate with these rules, we may refuse the use of your guest 

room and other hotel facilities in accordance with Article 7, paragraph 1 of the accommodation contract. 

In addition, please note that the hotel is not responsible for any damage caused as a result of the 

customer non-cooperation. 

 

1. All hotel rooms are non-smoking. Please refrain from smoking in areas that may cause fires. 

 

2. Please refrain from any actions that may cause a fire in the hotel. In the meantime, please do not 

bring any appliances for heating, cooking, etc. that emit heat and may become a cause for fire. 

 

3. The following items are not allowed to be brought in as they may disturb other customers. 

(1) Animals or birds (excluding guide dogs and service dogs) 

(2) Gunpowder, volatile oil, or other flammable items. 

(3) Items that emit foul odors. 

(4) Items that exceed common sense size and/or quantity. 

(5) Items such as firearms, swords, narcotics, or stimulants that are not permitted by law. 

 

4. Please refrain from inviting visitors in your guestroom after 10:00 PM. 

 

5. Please do not use the guest room for any purpose other than accommodation. 

 

6. Do not use the guest room or lobby as a substitute for an office or business office without 

permission. 

 

7. Please do not engage in gambling or other acts that disturb public morals or cause trouble to others. 

 

8. In regard of firefighting equipment and other equipment. 

(1) Do not use any equipment for any purpose other than the one it is intended for. 

(2) Do not take any equipment outside of the hotel. 

(3) Do not move any equipment. 

(4) Do not touch security cameras, fire alarms, or sprinkler spray heads. 

 

9. Any damage, soiling or loss of our facilities and equipment will be charged at cost. 

 

10. Use the room wear only inside of your room. 



 

11. Any food and beverage order delivered to the hotel from outside shall be picked up outside of the 

hotel. 

 

12. In the event that a person will threat the life, the body integrity or the property of themselves or 

others, or in the event of a sick or injured person not accompanied by a guardian, the hotel will 

refuse the use of its facilities. 

 

13. Please keep your cash and valuables during your stay in the safe provided in the guestroom or at 

the front desk. In the unlikely event of loss or theft, the hotel will not be held responsible. 

 

14. In order for a staying guest to make any additional charge to the room from a hotel restaurant, bar 

or shop, you must be able to present your room key. 

 

15. Minors without a guardian are not allowed to stay. 

 

16. If the front desk issues you the bill corresponding in accordance with the accommodation contract, 

and you are presented with said bill, you are required to settle the corresponding bill each time. 

 

17. In the event you do not wish your room to be cleaned, we may enter and check your room every 3 

days for safety reasons. 

 

18. Do not make any significant changes to your room or other hotel facilities, such as moving 

equipment or remodeling without the prior permission of the hotel. 

 

19. Do not place anything on the window side that will spoil the appearance of the hotel. 

 

20. The hotel will refuse the accommodation of any other guest than the registered guest. 

 

21. Do not take the room equipment outside of your room. 



For Your Safety 

In order to assure your safety, the Hotel protects and respects your privacy. 

We reserve the right to right to inspect and check the status of all Hotel rooms and areas every 24 hours 

for your comfort. 

Safety remains the Hotel’s top priority. 

We thank you in advance for your understanding of the following information about the Hilton 

Yokohama. 

 

Valuables and Safety Boxes 
Do not leave valuables unchecked in your room. Please prefer the use of the in-room safety box. 

During your stay, please make sure to lock your room and to confirm the door is locked properly. 

Please, note that the hotel is not responsible for any loss or damage to valuables in guest rooms. 

 

Safety Measures and Emergency Response 
In case of a fire emergency 

Hilton Yokohama complies with Japan's strict fire regulations and takes all possible measures for your 

safety. In the unlikely event of a fire, please follow the instructions below. 

 

Items to check when entering your room 

• Please check the closest emergency exit and well as the second nearest emergency exit. 

• Please check the location of the fire alarm and fire extinguisher, and how to turn off the air conditioning 

in the guest room. 

• Please refer to the route map to the emergency exits posted on the back of the room door. 

• If you have a disability, please inform the front desk in advance. 

 

To prevent fires 

• Do not smoke in your room. Please strictly observe the non-smoking signs in the corridors. 

• Do not use hot plates, electrical equipment, or gas appliances that may cause fire. 

• Do not tamper with or damage fire alarms or fire extinguishers. 

 

How to evacuate in the event of a fire 

• First of all, keep calm, if you find smoke or flames, please contact our front desk immediately by phone. 

• Notify others around you of the fire. 

• Leave your room immediately. Make sure you wear shoes and bring your room key. 

• Make sure that the door or its doorknob are not hot before opening the door. 

• Check the corridor for smoke. If smoke is pouring in, close the door immediately and stay in your room. 

• If there is no to little smoke, walk along the walls or crawl to the nearby emergency exit. 

Please properly close your room door when leaving. 

• Do not use the elevators and use the emergency stairs. 

  



If you see smoke, remain calm 

• Cover your mouth and nose with a moist towel. 

• Please remember to bring your room key. 

• Stay low and move to the nearest fire-free emergency exit. 

• If the emergency exit is engulfed in smoke or flames, the safest place is your room. Please return to 

your room immediately. 

 

If you cannot leave the room, keep calm 

• Turn off the air conditioner to keep smoke out of the room. 

• Dampen sheets, blankets, and towels and stuff them in the door gaps to seal the room from smoke. 

• Fill bathtubs, trash cans, and ice buckets with water and use the water to prevent the sheets and towels 

around the door from drying. 

• Contact our front desk by phone. 

 

In case of other emergencies 
In the event of an earthquake 

The Hilton Yokohama building is built with an earthquake-resistant architecture. 

In the event of an earthquake, the building is designed to stop shaking within a few seconds. In the 

unlikely event of an earthquake, please, read carefully and follow the following instructions. 

 

• Please stay away from the window. 

• Take shelter under the table and protect yourself from falling or flying objects. 

• Never use the elevators and use the stairs instead. 

• Please do not leave your room until instructed by the hotel staff. 

• Please carefully check the route map to the emergency exit posted behind the door. 

 

Crime prevention and safety 
• Please use the safe in your room for valuables such as cash, jewelry, and important documents. 

• All doors are auto locks. When you go out, be sure to take your room key with you. 

• Always keep the door latched. 

• If someone visits your room, always check the visitor through the door scope before opening the door. 

• If you see or hear suspicious behavior, or if you have any doubts about visitors, do not hesitate to 

contact the front desk. 

• When using the parking lot, please be aware of your surroundings and do not leave valuables in your 

car. 



Guidelines for Action 
on Customer Harassment 

 

 

Introduction 

Hilton Yokohama is fully committed to delivering exceptional experiences to our 

guests. To further improve our service quality, Hilton Yokohama, after 

considering recent social issues, has formulated action guidelines for the 

customer harassment to protect our employees. 

 

Definition of Customer Harassment 

Based on the "Company Manual for Measures against Customer Harassment" 

prepared by the Ministry of Health, Labour and Welfare, Hilton Yokohama defines 

the customer harassment as follows. 

The following are some examples, and the customer harassment cases are not 

limited to these: 

 

1. When a guest makes an unreasonable request 

(a) When no negligence or fault is found in the products or services 

provided by Hilton Yokohama. 

(b) When the guest's request is not related to the products or services 

provided by Hilton Yokohama. 

 

2. When the means or manner of meeting the guest's request is inappropriate 

in light of social norms 

(the following are considered inappropriate regardless of the validity of the 

request): 

(a) Physical aggression (assault, injury) 

(b) Psychological aggression (intimidation, slander, defamation, insult, 

offensive remarks) 

(c) Overbearing behaviors and remarks 

(d) Demand for Dogeza (an apology with kneeling down and bowing on 

the floor) 

(e) Continuous (repeated) and persistent behaviors and remarks 



(f) Restraint behaviors (refusal to leave, sit-in, confinement) 

(g) Discriminatory behaviors and remarks 

(h) Sexually offensive behaviors and remarks 

(i) Attack or demand on individual employees 

 

(the following may be considered inappropriate in light of the validity of the 

request): 

(a) Demand for the exchange of products 

(b) Demand for financial compensation 

(c) Demand for apology 

 

How We Handle Customer Harassment 

Hilton Yokohama will address the customer harassment as follows: 

 

1. If Hilton Yokohama determines that any of these actions have occurred, it 

may refuse to serve the guest and suspend or cancel the contract with the 

guest for accommodation, dining, provision of facilities, and other services. 

 

2. In addition, if Hilton Yokohama deems the said action to be malicious, it may 

take measures to coordinate with external organizations, including 

consulting, contacting, and reporting to lawyers, police, and other relevant 

authorities. 

 

Request to Our Valued Guests 

The above initiative is not intended to refuse or exclude any valuable opinions or 

advice from our guests about the products and services Hilton Yokohama offers. 

We will take this initiative as a base, on which we strive to build even better 

relationships with our guests. 
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