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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. 
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Date of Amendment Details of the Amendments 

April 1, 2020 Formulation 

October 1, 2026 Completely revised in accordance with the amended Comprehensive 
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