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Guidelines for Action on Customer Harassment

Introduction

RYUKYU HOTEL & RESORT NASHIRO BEACH is fully committed to further improve
our service quality, RYUKYU HOTEL & RESORT NASHIRO BEACH, after considering
recent social issues, has formulated action guidelines for 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, Labor and Welfare, RYUKYU HOTEL & RESORT NASHIRO

BEACH defines 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

RYUKYU HOTEL & RESORT NASHIRO BEACH.

b. When the guest's request is not related to the products or services provided by

RYUKYU HOTEL & RESORT NASHIRO BEACH.

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

RYUKYU HOTEL & RESORT NASHIRO BEACH will address the customer harassment as

follows:

1. If RYUKYU HOTEL & RESORT NASHIRO BEACH 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 RYUKYU HOTEL & RESORT NASHIRO BEACH 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 RYUKYU HOTEL & RESORT NASHIRO
BEACH 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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