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 HOTEL SANSUI NAHA  

 
SANSUI 

 
 SANSUI S  

 

 

 
 
 

 
Chill, Relax, Repeat, Experience your corner of resort 

HOTEL SANSUI NAHA 

 
We are glad to welcome you at our hotel designed for comfort and convenience, 

opened at Naminoue district of Naha City, nearby seaside with beautiful scenery of ocean, sunset and 
cityscape. 

Derived from this circumstance, 
we named our brand “SANSUI” as it means the flowing of the water by Chinese character. 

 
Vibrant colors of cuisine that enriches the  s 

mind Hot Spring, The blessings of islands 
Rooftop Bar with spectacular starry skies 

Pleasant and cozy guestrooms with snooze inducting bed 
 

Please make yourself at home to the fullest. Unforgettable time with HOTEL SANSUI NAHA. 
 

With Warmest Regard 
GENERAL MANAGER 
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GGeenneerraall  TTeerrmmss  &&  CCoonnddiittiioonnss  ffoorr  AAccccoommmmooddaattiioonn  CCoonnttrraacctt    
 
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 herein shall be governed by laws and regulations and/ 
or generally accepted practices.  
2. In the case 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 the special contract shall take precedence over the provisions of these Terms and Con- 
ditions, notwithstanding the preceding Paragraph.  
3. In the case there are user guidance/cautions regarding Accommodation Contract that the Hotel shall present to the Guests, such gui 
dance shall be deemed a part of these Terms and Conditions. The provisions contained herein, and the user guidance will be hereafter 
collectively referred to as "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) Guest name, address, telephone number, gender, Age, date of birth, etc.;  
(2) Date of accommodation and estimated time of arrival.  
(3) Accommodation charges (based in principle on the Basic Accommodation Charges listed in the Attached  
Appendix1.  
(4) Other particulars deemed necessary by the Hotel.  
2. If Guests request to extend their stay, beyond the date in subparagraph (2) of the preceding Paragraph, during their stay,  
it shall be regarded as an application for a new Accommodation Contract at the time such request is made.  

 
Article 3. (Conclusion of Accommodation Contracts, etc.)  
1. A Contract for Accommodation shall be deemed to have been concluded when the Hotel has duly accepted the application as stip- 
ulated in the preceding Article. However, the same shall not apply where it has been proved that the Hotel has not accepted the app- 
lication.  
2. When a Contract for Accommodation has been concluded in accordance with the provisions of the preceding Paragraph, the Guest 
 is requested to pay an accommodation deposit set by the Hotel within the limits of Basic Accommodation Charges covering the Guest's 
entire period of stay by the date specified by the Hotel.  
3. The deposit shall be first used for the Total Accommodation Charge to be paid by the Guest, secondly for cancellation charges under 
 Article 6 and thirdly for reparations under Article 20 as applicable. The remainder, if any, shall be refunded at the time of payment for 
accommodation as stated in Article 13.  

 
Article 4. (Special Contracts Requiring "No Accommodation Deposit")  
1. Notwithstanding the provisions of Paragraph 2 of the preceding Article, the Hotel may enter a special contract requiring no accom- 
modation deposit after the Contract has been concluded as stipulated in the same Paragraph.  
2. In the case when the Hotel has not requested payment of the deposit as stipulated in Paragraph 2 of the preceding Article and/or has 
not specified the date of payment of the deposit at the time the application for an Accommodation Contract has been accepted, it shall  
be treated as though the Hotel has accepted a special contract prescribed in the preceding Paragraph.  

 
Article 5. (Refusal of Accommodation Contracts)  
The Hotel may not accept the conclusion of an Accommodation Contract under any of the following circumstances:  
(1) When the application for accommodation does not conform with the provisions of these Terms and Conditions;  
(2) When the Hotel is fully booked and there is no vacancy;  
(3) When the Guest seeking accommodation can be clearly identified as carrying an infectious disease;  
(4) When the Guest seeking accommodation is deemed liable to conduct himself/herself in a manner that will violate laws or act against 
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 the public order or good morals in regard to his/her accommodation;  
(5) When the person requesting Hotel accommodation is a member of an organized crime group, under Article 2-6 of Law on Prev- 
enting Unreasonable Conduct by Organized Crime Groups (Code 77 issued in 1991), or a related party, under  
Article 2-2 of said law;  
(6) When the Hotel and/or hotel staff are violently threatened or unreasonably burdened by the Guest;  
(7) When the Hotel is unable to provide accommodation due to natural calamities, malfunction of facilities and/or other unavoidable  
causes;  
(8) When the person requesting Hotel accommodation is obviously intoxicated and could cause annoyance to other guests or when the  
person is behaving in such a manner as to be an annoyance to other guests (when the provisions of Article 5 of The Okinawa Prefectural 
Ordinance are applicable);  
(9) When the Guest seeking accommodation does not comply with the registration of application information based on Article 8.1;  
(10) When there is a misrepresentation or suspicion regarding the details of registration based 8.1;  
(11) When the Guest seeking accommodation has violated other acceptable policy.  

 
Article 6. (Right to Cancel Accommodation Contracts 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 in the 
case when the Hotel has requested payment of the deposit during the specified period as prescribed in Paragraph 2 of Article 3 and the  
Guest has cancelled before payment), the Guest shall pay cancellation charges as listed Article 21. However, in the case when a special  
contract as prescribed in Paragraph 1 of Article 4 has been concluded, the same shall apply only when the Guest is informed of the oblig- 
ation of payment of cancellation charges in case of cancellation by the Guest.  
3. If the Guest does not appear by 10:00 p.m. of the accommodation date without advance notice (2 hours after the estimated time of arri- 
val if the Hotel is notified), the Hotel may regard the Accommodation Contract as being cancelled by the Guest.  
4. The provisions of each of the preceding subparagraph do not prevent the hotel from claiming damages regarding the accommodation.  

 
Article 7. (Right to Cancel Accommodation Contract by the Hotel)  
1. The Hotel may cancel the Accommodation Contract under any of the following circumstances:  
(1) When the Guest is deemed liable for conduct and/or has conducted himself/herself in a manner that will violate laws or act against the 
public order and good morals in regard to his/her accommodation.  
(2) When the Guest can be clearly identified as carrying an infectious disease;  
(3) When the Hotel and/or Hotel staff suffers from violent threat or unreasonable burden from the Guest;  
(4) When the Hotel is unable to provide accommodation due to natural calamities and/or other causes of force majeure;  
(5) When the person requesting Hotel accommodation is obviously intoxicated and could cause annoyance to other guests or when a person 
is behaving in such a manner as to be an annoyance to other guests (when the provisions of Article 5 of The Okinawa Prefectural Ordinance  
are applicable);  
(6) When the person requesting Hotel accommodation is a member of an organized crime group, under Article 2-6 of Law on Preventing Un- 
reasonable Conduct by Organized Crime groups (Code 77 issued in 1991), or a related party, under Article 2-2 of said law;  
(7) When the Guest does not observe prohibited actions, such as smoking in bed, tampers with fire-fighting facilities and otherwise breaches 
 Hotel Regulations stipulated by the Hotel (restricted to particulars deemed necessary in order to avoid causing fires).  
(8) When the Guest does not follow the instructions of the general manager or staff of the hotel in regard to the preceding items.  
2. If the Hotel has canceled the Accommodation Contract in accordance with the preceding Paragraph, the Hotel shall not charge the Guest for 
any of the services during the contractual period he/she has not received,  

 
Article 8. (Registration)  
1. The Guest shall register the following particulars at the Front Desk of the Hotel on the day of accommodation:  
(1) Guest name, address, telephone number, gender, age, date of birth, etc.;  
(2) Nationality, passport number, port and date of entry in Japan;  
(3) Date and estimated time of departure;  
(4) Other particulars deemed necessary by the Hotel,  
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2. In the case where the Guest intends to pay his/her accommodation charges prescribed in Article 13 by any means other than Japan- 
ese currency, such as traveler's check, coupons or credit cards, these credentials shall be shown in advance at the time of the registration 
prescribed in the preceding Paragraph.  
3. All Guests of foreign nationality who do not reside within Japan will be asked to leave a photocopy of their passport with the Front Desk. 
  

Article 9. (Occupancy Hours of Guest Rooms)  
1. The Guest is entitled to occupy the contracted guest room of the Hotel from 3:00 p.m. to 11:00am the next day. However, in the case  
when the Guest is accommodated continuously, the Guest may occupy the guest room all day, except for the days of arrival and departure.  
2. The Hotel may, notwithstanding the provisions prescribed in the preceding Paragraph, permit the Guest to occupy the guest room beyond 
 the time prescribed in the same Paragraph, in this case, extra charges shall apply as follows:  
(1) 3,000 yen per hour after 11:00 a.m. (Can be extended up to 1:00 p.m.) 
(2) After 3:00 pm, 100% of the room rate on extended days.  

 
Article 10. (Observance of Hotel Regulations)  
The Guest shall observe the Hotel Regulations established by the Hotel. Hotel Regulations are posted within the premises of the Hotel.  

 
Article 11. (Prohibited acts)  
1.The Guest shall not conduct the following acts by themselves or through the use of a third party:  
(1) To register or provide false information upon using the hotel;  
(2) To use the Hotel by making unauthorized payments through the credit card;  
(3) To obtain fraudulently or use personal information of a third party;  
(4) To use the Hotel for the purpose of resale business, etc. regardless of the reason;  
(5) To make a large number of accommodation reservations and cancelling them or acts similar to that;  
(6) To repeat the act of reserving and cancelling accommodation without justifiable reason, or acts similar to that;  
(7) To access the system or other computers of the hotel fraudulently by using the network of the hotel or act similar to that;  
(8) To send or write in harmful computer program using the network of the hotel or acts similar to that;  
(9) To obstruct the operation of the hotel or to damage the credit and branding of the hotel and/or the group hotels by removing equipment 
within the hotel premise, making demands that exceed the permissible range of other social standards, or harassing the hotel by making posts 
on social network services, etc. for the purpose of denigrating, slandering, intimidating, or making the hotel staff become the target of criticism 
online;  
(10) To make an unreasonable demand to the hotel or its staff by using violence intimidation, threat, etc.;  
(11) To engage in acts that will or may cause annoyance or disadvantage to other guests, third parties, the hotel or group hotels.  
(12) To engage in acts that will or may infringe the copyrights, or trademark rights, other intellectual property rights, privacy, personal rights, 
or any other rights of other Guests, third parties, the hotel or group hotels;  
(13) To engage in acts that are or maybe against public order and morals, deemed criminal conduct, against the laws and regulations;  
(14) To show off or support/encourage the power of antisocial organizations;  
(15) To engage in acts that violate provisions of house regulations, etc.;  
(16) To engage in other acts that the hotel deems inappropriate.  
2. In the case the hotel suffers damage due any of the preceding paragraph, the hotel is entitled the Guest to claim for compensation for such 
damage.  

 
Article 12. (Business Hours)  
1. The business hours of the Hotel is provided by brochures, notice displayed in various places, and the service directory in guest room.  
2. The business hours described in the preceding Paragraph may be changed temporarily for unavoidable reasons, in which case the Guest  
will be notified by proper means.  

 
Article 13. (Payment of Charges)  
1. The breakdown of the accommodation charge, etc. payable by the Guest shall be as listed in the attached Appendix 1. 2. Accommodation 
charge, etc. as stated in the preceding paragraph shall be paid with Japanese currency or by any means accepted by the hotel, such as  
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traveler's check, coupons, credit cards, or other alternative methods, at the front desk at the time of the Guest's departure or at the time 
the hotel demands.  
3. In the case that the Guest has not stayed at our hotel at his/her discretion even after we have offered the guest room to the Guest and  
made it available for him/her to use, the accommodation charge will still be charged.  
 

Appendix 1.  
Breakdown of room rates, etc. (related to Article 2, Paragraph 1 and Article 13, Paragraph 1)  

 
 

Total amount to be 
paid by a guest 

Basic accommodation charge 
(Room charge) 
Additional charges 

(Food and beverage charges and other usage 
charges) 

Tax 
(Consumption tax, Hot Spring tax etc.) 

Remarks: When tax regulations changed, our hotel conforms them accordingly.  
 
Article 14. (Hot Spring Tax)  
The hotel shall demand guest Hot Spring tax (150 yen per person aged over 12 years old: Naha city tax).  
The hotel shall not refund its tax after the guest's departure regardless of the reason.  

 
Article 15. (Responsibility of Our Hotel)  
1. In the case that we have inflicted damage on the Guest in the course of fulfilling the Accommodation Contract and related Contracts or 
in breach of these Contracts, we shall compensate for the said damage, unless the said damage has been caused due to a cause not attribute- 
able to us.  
2. The Hotel is covered by Hotel Liability Insurance in order to deal with unexpected fire and other disasters.  

 
Article 16. (Handling when 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 practicable 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 cancellation charges and the compensation fee shall be applied to reparations. However, 
when the Hotel cannot provide accommodation due to causes for which the Hotel is not liable, the Hotel will not compensate the Guest.  

 
Article 17. (Handling of Deposited Articles)  

1. Please safely manage your cash and valuables under your own responsibility during your stay at the hotel. The hotel will not dear full  
responsible for any loss, damage, or theft of cash and valuables due to grounds attributable to the Guest. 2. The hotel shall compensate the 
Guest for damage in the event of any loss, breakage, or other damage caused, whether intentionally or through negligence on the part of the 
hotel. Provided, however, that the limit of said compensation shall be 100,000 yen for items for which the type and price of the property had 
not beenreported to the hotel in advance.  

 
Article 18. (Custody of the Baggage or Personal Belongings of the Guest)  
1. When the baggage of the Guest is brought into the hotel before his/her arrival, the hotel shall be liable to keep it only in the case when such 
 a request has been accepted by the hotel in advance. The baggage shall be handed over to the Guest at  
the front desk at the time of his/her check-in.  
2. In the case the Guest baggage or other personal belongings are left behind at the hotel after the Guest checks out and there are no instructions 

 from the owner of the left item, such item will be stored at the hotel for a certain period from the date the item will be handed in accordance with 
the lost property act. (Food items will be disposed of on the same day regardless of expiration dates, Valuable item left behind will be reported  
to the nearby police station within 7 days. Other lost property will be disposed after 3 months.) 
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Further, in the case the hotel deems that the item left behind is an abandoned item, the hotel may dispose such item at its own 
discretion.  
3. The responsibility of our hotel regarding the custody of the Guest's baggage or personal belongings in the case of the preceding two 
Paragraphs shall conform to the provision of the preceding Article, Paragraph 1, in the case of Paragraph1 of this Article and to the provision  
of the preceding Article, Paragraph 2, in the case of the preceding Paragraph.  

 
Article 19. (Liability in Regard to Parking)  
The Hotel shall not be liable for the custody of the vehicle of the Guest when the Guest utilizes the parking lot within the premises of the  
Hotel, as it shall be regarded that the Hotel simply offers the space for parking, whether the key of the vehicle has been deposited to the Hotel 
or not. However, the Hotel shall compensate the Guest for damage caused through intent or negligence on the part of the Hotel in regard to the 
management of the parking lot.  

 
Article 20. (Liability of the Guest)  
The Guest shall compensate the Hotel for damage caused intentional act or negligence act by the Guest.  

 
Article 21. (Penalty)  
1. After the Accommodation contract is concluded, any cancellation made due to the Guest's convenience will be as listed in Appendix 2  
of the cancellation policy.  
2. For contracts in which the same Guest stays consecutively, the accommodation charge (or the package fee) on the first day shall be  
collected as a penalty charge.  
3. For group Guest (15 persons or more), a separate penalty charge will be set as stipulated in the contract at the time of contract conclusion. 
4. In addition, the accommodation package planned by the hotel may impose a penalty charge different from the previous regulations.  

 
Appendix 2  
Cancellation Policy  

Day of receipt of notice of     

Cancellation  

No. of Guest  

30 days ahead 14 days ahead 8 days ahead 7 days ahead 5 days ahead 

Up to 14 people *Note1 None None None None None 

15 people or more *Note2 
10% 

*Note3 

20% 

*Note3 

20% 

*Note3 

30% 

*Note3 

30% 

*Note3 

50 people or more *Note2 
10% 

*Note3 

20% 

*Note3 

20% 

*Note3 

30% 

*Note3 

50% 

*Note3 

 

Day of receipt of notice of     

Cancellation  

No. of Guest  

4days ahead 3 days ahead 2days ahead Previous day Day of booking No show 

Up to 14 people *Note1 None 30% 30% 50% 80% 100% 

15 people or more *Note2 
30% 

*Note3 

50% 

*Note3 

50% 

*Note3 

80% 

*Note3 

100% 

*Note3 

100% 

*Note3 

50 people or more *Note2 
50% 

*Note3 

50% 

*Note3 

50% 

*Note3 

100% 

*Note3 

100% 

*Note3 
100% 

 
Note1) Even the Guest applies under individual reservation (I to 14 person(s)), the reservation may be considered as a group guest if the total 
 number of days for accommodation reservation exceeds 15 days.  
Note2) No penalty charge will be incurred if the accommodation reservation is cancelled for only some of the Guests of a group guest reservation 
and if all of the following items apply:  
(1) Accommodation reservation that is at least 14 days prior to the scheduled accommodation date:  
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(2) Cancellation of a number of guests that are less than 10% (round up to the nearest whole number) of the number of guests originally rese- 
rved for accommodation;  
Note3) If the number of contract days is reduced, regardless of the number of reduced days, the penalty charge will be collected only the Accomm 
odation charge for the first day of the reduced days.  

 
Article 22. (Report to the Police)  
In the case it becomes necessary to protect the rights, property, services, etc. of other Guests and/or the hotel due to the  Guests violating this 
 contract, etc, or house regulations, etc., the hotel shall take proper measures such as reporting such matter to the police and other auth- 
orities concerned.  

 
Article 23. (Changes to these Terms and Conditions herein)  
1. Please note that the contents of this contract are subject to change without notice. Please check the latest information on our official 
website.  
2. In the case the Guest uses the hotel after the change made in regard to the changed contents of these terms and conditions, etc., the  
Guest shall be deemed to have agreed to the amended contents.  
3. Notwithstanding the preceding paragraph, the provisions before the change shall apply to accommodation contracts concluded prior  
to the change of these terms and conditions.  

 
Article 24. (Severability)  
1. Even if a part of these terms and conditions, the house regulations, etc. is determined to be invalid based on laws and  regulations, 
the remaining provisions of this contract, the house regulations, etc. excluding the invalid part shall be valid.  
2. Even if some of these terms and conditions, house regulations, etc. are invalidated or cancelled in relation, to a certain Guest, these  
terms and conditions, house regulations, etc. shall be valid for Guest other than such certain Guest.  

 
Article 25. (Governing law, Competent court)  
The validity, interpretation, and fulfillment of these terms and conditions shall be governed by the laws of Japan. The Naha district  
court hall be the exclusive agreement jurisdictional court for the first instance for all disputes concerning this contract.  

 
Article 26. (Prevailing Language)  
These Terms and Conditions shall be written in Japanese and English, In the event of an inconsistency or difference among the versions 
of these Terms and Conditions, the original Japanese version shall prevail in all aspects.  

 
Article 27. (Discussion)  
If there is a problem arising out of or related to the use of this hotel that cannot be solved by these terms and conditions, the hotel and  
the Guest shall discuss the matter in good faith in order to solve the problem.  
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Rules and Regulations  
In order to assure you and all our Guests of a secure and pleasant stay with us, we have established the following regulations governing 
the usage of our facilities, in accordance with Article 10 of the General Terms & Conditions for Accommodation Contracts. When these 
regulations and policies are not observed, we may be obliged to refuse permission for continued occupancy of guestrooms or usage of other 
facilities in compliance with Article 7 of the General Terms & Conditions for Accommodation Contracts. Kindly note guests may also be 
held liable for damages caused to the Hotel by non-observance of these regulations.  
 
1. Guestrooms  
(1) Please be sure to review the emergency exit instructions posted on the inside of your guestroom door.  
(2) While in your room, especially while asleep, please be sure to lock the room door and use the door guard.  
(3) In the case someone knocks on your room door, please make sure to identify such caller by keeping the door guard on when opening  
the door or checking first through the door scope. In addition, if an unknown visitor visits you at your guestroom, please contact the front  
desk before answering the door.  

(4) No smoking is allowed on the Hotel premises, except specific guestroom and smoking area.  
(5) Please do not engage in other activities that may cause fire.  
(6) No equipment that uses fire, including heating or cooking device, is allowed in guestrooms.  
(7) Please do not use the guestroom for business purposes (shows, etc.) or other purposes without prior permission from the Hotel.  
(8) Please do not alter the current state of guestrooms by rearranging guestroom furniture or modifying the room without prior permission  
from the Hotel.  
(9) Please refrain from placing anything near the windows that may detract from the external appearance of the Hotel.  
(10) Please see your visitors at the lobby.  
(11) No one who has not registered as a Guest may lodge in the Hotel rooms.  
 
2. Room Key  
(1) When leaving your room during your stay, please be sure to lock the door and bring your room key with you.  
The rooms at the Hotel will automatically lock when you close the door. In the case you lose your room key, the Hotel shall charge you 2,000 
yen as compensation.  
 
3. Settlement of Accounts  
(1) Please settle your bills at the Front Desk when checking-in upon arrival. The Hotel reserves the right, however, to request payment at  
the time of checking-out upon departure.  
(2) The Hotel will not pay for any Guest's private expenses such as travel tickets, taxi fares, purchases, stamps, shipping charges, etc., nor pay 

 temporary payment for the guests.  
 
4. Valuables and Deposit Articles  
(1) The Front Desk cannot accept for storage cash, valuables, securities, items that are perishable or may be easily damaged, or other valuables 
or fragile items. The Hotel cannot be held responsible or compensate for any cash, valuables, securities, items that are perishable or may be 
easily damaged, or other valuables or fragile items if damaged, lost, or stolen when left in the care of the staff in the aforementioned area.  
(2) The Hotel will return stored items only to those parties bearing storage claim tag. The Hotel cannot be held responsible for damage caused 
as a result of lost or stolen storage claim tag. The Hotel cannot be held responsible for loss or damage after the stored items have been handed 
to the bearer of the stub.  
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(3) Articles left behind without prior instructions from Guests will be handed over to the appropriate authorities in accordance with the Lost 
Property Act after stored at the Hotel for a certain period of time.  

(4) Articles stored for 3month will be considered as abandoned items and the hotel shall dispose them by their discretion.  
5. Please do not bring into the Hotel anything likely to cause annoyance to other Guests of the Hotel, such as the items listed below:  
(1) Dogs, cats, birds, and other animals or pets (seeing-eye dogs, service dogs, and hearing assistance dogs permitted);  
(2) Gunpowder, volatile oils, or other explosives or inflammables;  
(3) Objects emitting a foul odor or a strong smell;  
(4) Unregistered firearms, swords, stimulants, illegal drugs, chemicals, or other articles the possession of which is prohibited by the 
laws of Japan.  
(5) Engaging in gambling, behaving in an indecorous manner, or committing acts likely to cause annoyance to other guests within  
the Hotel;  
(6) Distributing advertising or publicity materials, selling commodities, or recruiting within the Hotel;  
(7) Using photographs taken within the Hotel for business purposes;  
(8) Entering some parts of the Hotel not designated for Guests' use, such as emergency staircase, roof, machine room, etc.  
excluding emergency situations or unavoidable circumstances.  
6. Guests may be required to provide compensation for damage to, dirtying of, or loss of structures, furnishings, or other items unless  
resulting from reasons of force majeure.  
7. Hot Spring (Ryukyu Onsen "Naminoue No Yu")  
(1) Please be sure the hotel is entitled to refuse usage of hot spring to the tattooed guests regardless of his/her attribution. The members 
of organized crime groups, radical groups, or their individual members are obviously refused their admission by the hotel.  
(2) The hotel may refuse the admission of intoxicated guests by its own discretion. Even after his/her entering premises, the guests will 
be ordered to leave immediately after refunding its fee.  
(3) For keeping our hygiene standards, the hotel may refuse the usage of guests wearing diapers regardless of his/her age. Using bathtub  
by children wearing diapers is strictly prohibited and we asked him/her to limit shower use only.  
(4) The guests is allowed to use locker room only for temporary use while their bathing/swimming time. The hotel may refuse continuous  
usage across several days and articles left behind without prior instruction will be stored by the hotel's own discretion.  

(5) The hotel will store lost and found items for 2 month, and will store the items which is noticed to the hotel for 1 month from the date  
of contact.  

(6) The hotel refuse usage of not only locker room but also public bath/swimming pool to the sick guests. Usage of mobile phone in locker  
room and public bath is strictly prohibited regardless of its function. (cf. mail/camera etc.) Wheelchair user and the guests who needs help 
from others are required to use the facilities with same-gender caregiver. Bringing food and/or beverage into locker room/public bath is 
strictly prohibited for the purpose of keeping hygiene standards.  

(7) The hotel may refuse the admission of the guests clearly identified as having infectious skin disease by its own discretion. Even after 
 his/her entering premises, the guests will be ordered to leave immediately after refunding its fee.  
(8) Please be sure not do prohibited actions and note not to disturb operation of the hotel. When the guest does not follow the instructions 
of the general manager and/or staff of the hotel, the guests will be ordered to leave immediately after refunding its fec.  
(9) Children aged under 12 years old is allowed to use the facilities only in case he/she is accompanied by same-gender guardian.  
 
8. Use of the Ilotel Parking Facilities  
(1) Please follow the instructions of the Hotel personnel when using the parking facilities.  
(2) Do not leave valuables or other belongings in your vehicle. The Hotel cannot be held responsible for loss or theft of any items left in  
vehicles parked in the premises.  

(3) Vehicles parked at places other than the spot designated by the Hotel personnel may be subject to be towed, with expenses for towing 
to be paid by the Guest, The Ilotel cannot be held responsible for damages, etc. of the vehicle caused by towing.  

 
9. Organized Crime, Organized Crime Members, or Conduct Disruptive of Social Order  
(1) The Hotel prohibits usage of its facilities by all organizations or individuals designated as being affiliated with organized crime, in acco- 
rdance with the laws for the prevention of organized criminal activities, enacted March 1st, 1992. (Partics being found liable to this law will  
be refused usage of the premises at all times.)  
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(2) The Hotel refuses usage of its facilities by anti-social organizations and their individual members, including members of organized crime 
 groups, radical groups, or their individual members. (Parties being found liable to this law will be refused usage of the premises at all times.)  
(3) In the event any act of violence, threats, intimidation, or unjust demands occurs, offenders shall be refused usage of the Hotel immediately, 
 as well as any future usage.  
(4) Individuals under the influence of drugs or alcohol or who exhibit conduct that may cause fear, anxiety, or injury to other Guests, or 
 individuals unable to care for themselves or who may be mentally unstable or of a dangerous nature, will be refused usage of the Hotel.  

 
(5) The Hotel will immediately refuse usage of the facilities to any individual who has caused or is causing other Guests anxiety or  
disruption through belligerent, loud or improper or inappropriate conduct, including those engaged in gambling or other activities  
detrimental to public order and morals.  
(6) In the case the Guest does not have enough cash, the credit card was declined, a part or all of the reserved accommodation days 
were not used, or the Hotel determines unacceptable, the Hotel will refuse any and all usage of the Hotel.  
 
These Terms and Conditions are created in both Japanese and English. However, in the case there is any discordance or inconsistency  
between the two versions of Terms and Conditions, the original Japanese version shall control in all aspects.  
 

These Terms and Conditions are created in both Japanese and English. However, in the case there is any discordance or 
              inconsistency between the two versions of Terms and Conditions, the original Japanese version shall control in all aspects.  
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Basic Policy on Customer Harassment 

Resorts Ryukyu Co., Ltd. 

1. Introduction 
We are sincerely committed to providing products and services that will bring our customers genuine 
satisfaction. To that end, we take the feedback and requests we receive from our customers very 
seriously and consider living up to their trust to be one of our most important missions. 

On the other hand, so-called “customer harassment”—such as remarks or actions by certain customers 
that denigrate the character of employees (including temporary staff working at our company, 
freelancers, sole proprietors, and employees of partner companies), as well as intimidating demands, 
violence, and sexual harassment—is a serious issue that undermines the dignity of our employees and 
threatens a safe and healthy work environment. In light of this situation, we view the “obligation to 
implement employment management measures to protect employees from customer harassment”—
imposed on employers by amendments to the law—as an important social responsibility that we must 
fulfill. 

We have established this policy to fulfill our social responsibility and to ensure that all employees enjoy 
good physical and mental health and can work with peace of mind while maintaining their dignity. We 
believe that when each and every employee can work with peace of mind and give their best, we can 
provide better service to our customers. 

We have established this policy to fulfill our social responsibilities and to ensure a work environment 
where all employees can maintain their physical and mental well-being and work with peace of mind 
while preserving their dignity. We believe that when each and every employee feels secure and can 
perform to the best of their ability, we can provide better service to our customers. Furthermore, we will 
thoroughly implement education and training to prevent our employees from engaging in any form of 
harassment toward our customers or the employees of our business partners, and we will strive to build 
healthy relationships with all stakeholders. 

2. Respect for Customers’ Legitimate Rights 
In implementing this policy, we will take the utmost care to ensure that our customers’ legitimate rights 
are not unduly infringed upon. We recognize that our shortcomings may be a source of dissatisfaction, 
and we will sincerely accept all feedback and requests regarding our products and services as valuable 
input for improving our operations, striving to respond appropriately and promptly. 

Furthermore, in accordance with the spirit of the Consumer Contract Act, the Basic Act on Consumers, 
the Act on the Elimination of Discrimination against Persons with Disabilities, and the Basic Act on 
Dementia, we will provide services that take into account the rights and characteristics of our diverse 
customer base. We strive to provide clear explanations to prevent any misunderstandings or 
misinterpretations regarding contract terms and important matters. Additionally, for customers who 
require special consideration due to the nature of a disability or advanced age, we are committed to 
providing reasonable accommodations to remove social barriers. We are dedicated to continuously 
refining and improving our systems to ensure that all customers can use our services with peace of 
mind. 

3. A Request to Our Customers 
We are committed to building strong, trusting relationships with all of our customers and to providing 
products and services that meet their expectations with the utmost sincerity. To help us maintain and 
strengthen these relationships, we sincerely ask that you respect the dignity of each of our employees 
and be considerate of your words and actions. 

Nevertheless, if we determine that a customer’s words or actions constitute customer harassment as 
defined by our company, we may, as necessary, take the following measures in stages or as 
appropriate to the situation in order to protect the dignity of our employees and ensure a safe work 
environment.   

Recording audio and video to verify the facts 



Requesting that the harassment cease and issuing a warning (including the issuance of a written warning) 

Suspending the provision of products or services, or halting ongoing business negotiations 

(In the case of facilities, stores, etc.) Requesting that the individual leave the premises and refusing future 
use (entry to the facility or store) 

Reporting the matter to the police in cases of malicious conduct 

Taking legal action after consulting with a lawyer or other legal professional 

In order to continue providing fair, high-quality service to all our customers, we are committed to 
maintaining a sound business environment that ensures peace of mind for both our employees and our 
customers. We appreciate your understanding and cooperation. 

4. Customer Harassment at Our Company 
At our company, “customer harassment” refers to conduct that meets all three of the following criteria, 
as defined by the Act on Comprehensive Promotion of Labor Measures and the guidelines issued by 
the Ministry of Health, Labor and Welfare. 

Conduct by customers (including potential future users of products or services, family members of users, 
residents living near the facility, business partners, and other relevant parties) 

Behavior or remarks that exceed what is generally acceptable by social standards 

Such behavior or remarks that adversely affect the work environment of employees 

 Concepts of Definition 
“Behavior that goes beyond what is socially acceptable” refers to situations where the substance of a 
demand is unreasonable, or where the manner of communication or attitude is inappropriate according 
to social norms. Even if the substance of a demand has some validity, it may still fall under this 
category if excessive measures are used, such as verbal abuse, intimidating behavior, prolonged 
detention, persistent contact, or posts on social media. 

Furthermore, “harm to an employee’s work environment” refers to a situation in which an employee 
suffers physical or mental distress as a result of such words or actions and is unable to perform at their 
full potential with peace of mind. This determination is based on “how an average employee in society 
would feel”; even a single act constitutes customer harassment if it causes severe distress and 
immediately deteriorates the work environment. 

Please note that requesting “reasonable accommodations” under the Act on the Elimination of 
Discrimination against Persons with Disabilities does not, in and of itself, constitute customer 
harassment. 

Specific Acts of Customer Harassment 
The following words and actions may constitute customer harassment as defined by our company. 
However, these are merely examples and are not exhaustive. Individual cases will be evaluated 
comprehensively based on the definition provided in the previous chapter. 

 Statements or actions in which the content of the request lacks validity 
Requests for monetary compensation or product replacements in cases where no defects or negligence 
are found in the products or services we provide 

Requests that are unrelated to the products or services we provide (including sexual requests and 
requests concerning employee privacy) 

 Words or actions in which the means or manner used to achieve a demand are unreasonable 
Physical assault 
Acts of violence or assault, such as hitting, kicking, throwing objects, or spitting; or intentionally bumping 



into someone 
Psychological abuse 
Threats, defamation, insults, and severe verbal abuse that denigrate a person’s character 

Making remarks or taking actions that damage an employee’s reputation in front of a large group of people 

Insulting remarks regarding sexual orientation or gender identity, as well as outing an employee, or 
coercing or prohibiting such actions 

Threatening to post negative comments on social media or similar platforms 

Intimidating behavior 
Intimidating or threatening behavior, such as raising one’s voice, banging on a desk, or glaring at 
employees 
Insisting on one’s demands in a high-handed manner, such as interrupting employees 
Engaging in antisocial behavior 
Harassing behavior 
Remaining on the premises or continuing a phone call for an extended period without a valid reason 
Refusing to leave when asked to do so (refusal to leave) 
Intentionally prolonging a phone call by refusing to let the other party hang up without a valid reason, even 
after the necessary responses have been provided 
Persistent (repeated) words or actions 
Repeating the same demands or complaints over and over again without a reasonable justification 
Changing the subject from the original discussion, nitpicking, or persistently berating the other party 
Making repeated inquiries via phone or email—at different times or on different days—regarding  
matters for which we have already stated we cannot accommodate the request, or regarding the same 
specific issue 
Demanding that employees kneel in apology  “dogeza,” or make apology visits 
Demanding that employees kneel in apology or make apology visits to their homes without just cause 
Discriminatory words and actions 
Discriminatory remarks regarding race, nationality, gender, sexual orientation, gender identity, etc. 
Sexually suggestive remarks or behavior 
Engaging in lewd remarks or behavior toward employees, stalking them, or persistently inviting them to  
meals or dates, etc. 

Attacks on individual employees or violations of their privacy 

Defamatory remarks regarding an employee’s appearance or attire 

Covertly filming, photographing, or recording an employee’s name, photo, video, etc., without their 
permission 

Posting information on social media or the Internet that can identify a specific employee (including 
information such as sexual orientation) or defamatory remarks not based on facts 

Statements or actions that are disproportionate to the validity of the request 
Demanding monetary compensation that is, by generally accepted social standards, significantly 
excessive in relation to the severity of the defect in a product or service 

Making demands that employees are unable to fulfill, such as “Change the law” 

Demanding excessive apologies (excluding “dogeza”) in relation to the severity of the defect in a product 
or service 

(Reference) Specific examples particularly anticipated in the hotel and restaurant industry 
Insistently demanding a room upgrade, a free stay, or free food and beverages even though there is no 
defect 

Demanding a prostration or excessive refunds or discounts solely because check-in or check-out 
procedures or the serving of meals took an extended period of time 



Yelling at employees in a loud voice in front of other guests at the front desk, in guest rooms, or in 
restaurant dining areas, or lingering for an extended period of time and preventing employees from 
leaving 

Posting defamatory comments on social media or review sites—including information that identifies 
specific employees—or threatening to do so, citing reasons such as discrepancies in reservations or the 
hotel being fully booked or the restaurant being at full capacity 

Verbally abusing shuttle bus drivers or tour guides, or obstructing their path 

Dealing with Customer Harassment 
In the event of customer harassment, our company places the highest priority on protecting the safety 
and dignity of our employees above all else, and as an organization, we will take the following 
measures. 

 On-Site Response When an Incident Occurs 
Ensuring Employee Safety 

If a customer exhibits violent behavior or uses intimidating language, we will prioritize ensuring the 
employee’s physical and mental safety by, for example, immediately removing the employee to the safe 
location. 
We will contact the police if necessary. 

Organizational Response 
We will address the situation as a company, with supervisors and multiple employees working together to 
handle it without placing the burden on any single employee. 

Accurate Assessment of the Situation 

To accurately understand the customer’s claims and the situation on-site, we will take notes as necessary 
to prepare for subsequent verification and follow-up. 

When taking notes, we will give due consideration to the protection of the personal information of those 
involved and handle such information appropriately. 

 Post-Incident Response (Fact-Finding and Customer Support) 
Prompt and Objective Fact-Finding 

Led by the consultation desk or the relevant department, we will objectively and promptly verify the facts 
based on interviews with employees, review of records, and testimony from third parties (such as other 
employees or customers). 

A firm response 
We will demand that any conduct constituting customer harassment cease immediately. 

For conduct deemed particularly egregious (such as assault, threats, or repeated unreasonable demands), 
we will take measures—including refusing to provide products or services, requesting the customer to 
leave, suspending future transactions, and issuing written warnings—in accordance with our established 
policy. 
If necessary, we will consider legal action, such as consulting with the police or a lawyer. 

We are committed to taking firm action to ensure a safe working environment for all employees and to 
continue providing our customers with fair, high-quality service. 

Initiatives to Prevent Harassment 
We view the valid feedback and requests we receive from our customers as valuable opportunities that 
are essential for improving our services. At the same time, we recognize that if our initial response is 
inappropriate, it may exacerbate customer dissatisfaction and, as a result, could escalate into customer 
harassment. To prevent such situations and build healthy relationships with our customers, we will 
thoroughly implement the following measures:  

Active Listening and Empathy 

To accurately understand our customers’ concerns and needs, we listen carefully and engage with them 



with empathy. We provide training to deepen our understanding of consumer psychology and the 
characteristics of disabilities, and we strive to engage in constructive dialogue with our customers. 

Appropriate Initial Response 

We will conduct regular education and training sessions for all employees on the initial handling of 
complaints—including proper language use and key points for verifying facts—to improve their ability to 
respond to customers and other stakeholders. 

A Sincere Response Based on the Facts 

After accurately assessing the situation, if we determine that we are at fault, we will offer a sincere 
apology and promptly take appropriate action in accordance with our policies. If we are unable to make a 
decision on the spot, we will not provide a hasty response; instead, we will verify the details and get back 
to you. 

Improvements to the Relevant Processes. 

We share and analyze the feedback and case studies we receive internally, and use them to continuously 
improve not only our products and services but also our entire customer service process. 

Preventing Harm to Others 
We are committed to conducting awareness campaigns to ensure that all our employees exercise the 
necessary care to avoid engaging in customer harassment against workers employed by other employers. 

Through these initiatives, we will strive to maintain an environment where our customers can use our 
services with peace of mind and to foster healthy relationships. 

Collaboration with Our Business Partners 

We view our business partners as key partners in our operations and strive to build healthy 
relationships based on mutual respect. To prevent customer harassment throughout the entire supply 
chain, we will work together as outlined below. 

Mutual Respect and Building Healthy Relationships 

We will thoroughly implement education and training to ensure that our employees do not engage in 
harassment toward our customers or the employees of our business partners, and we will strive to build 
healthy relationships with all stakeholders. If it is confirmed that any of our employees (including 
executives) have engaged in customer harassment toward employees of other companies, we will take 
strict disciplinary action in accordance with our employment regulations and other relevant policies. 

Sincere and Cooperative Response 

When we receive a request from a business partner for consultation regarding customer harassment or 
for cooperation in verifying the facts (particularly when the conduct of our employees is involved), we will 
take such requests seriously and strive to respond promptly. This is also based on the obligation to 
cooperate among employers as stipulated in Article 33, Paragraph 3 of the amended Act on the 
Comprehensive Promotion of Labor Measures. 

Maintaining Fair Relationships 

We will under no circumstances treat our business partners unfavorably—such as by revising contracts—
based on the fact that we have received inquiries or requests for cooperation as described above. 

Considerations for Freelancers and Contract Workers 

We are committed to protecting freelancers and others who work with us from customer harassment in 
the same way we protect our employees, and we will strive to take appropriate action as necessary 
should any reports of such incidents be received. 

We ask that our business partners also understand this policy and work with us to create a harassment-
free work environment. 
 
 

 Revision History 



Date of Amendment Details of the Amendments 

April 1, 2020 Formulation 

October 1, 2026 Completely revised in accordance with the amended Comprehensive 
Promotion of Labor Measures Act, effective October 1, 2026 
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HOTEL SANSUI NAHA 
900-0037   2  25  1   TEL.0120-996-941  FAX.098-894-7303 
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