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Basic Policy Against Customer Harassment at Hotel Riverge Akebono

1. Introduction

To provide safe, secure, and comfortable services to our guests, our hotel sincerely
addresses your feedback and requests in order to continuously improve our services.
However, behaviors by some customers that harm the dignity of our employees—such as
abusive language, intimidation, and unreasonable demands (customer harassment)—not
only compromise a safe working environment but also negatively impact the provision of
high-quality services to other guests.

In accordance with the national mandate requiring companies to implement measures
against customer harassment, our hotel has established this policy. We believe that ensuring
an environment where employees can work with peace of mind is essential to creating a
truly secure and comfortable hotel for everyone.

2. Definition and Target Behaviors of Customer Harassment

Our hotel defines customer harassment as significant nuisance behaviors that exceed
socially accepted norms, as well as language or behavior that harms the working
environment. These include, but are not limited to:

-Violence, threats, abusive language, insults, and discriminatory remarks.

-Demands for kneeling (dogeza), unjust or excessive demands ® rronT @

for money or goods, and coercion for refunds or discounts.
-Unjustifiably long restraints exceeding 30 minutes,

and refusing to leave the premises.
-Unauthorized photography or recording of employees,

and posting defamatory remarks or

personal information on social media or other platforms.
-Sexual harassment and stalking behaviors against employees.

3. Response to Applicable Behaviors
If our hotel determines that a behavior constitutes customer harassment, we will immediately
cease our response and refuse to provide further services or accommodation.

In cases deemed malicious, we will take firm action—including requests to leave and legal
measures—in cooperation with external professional organizations such as the police and
legal counsel.

To ensure safety and for the subsequent verification of facts, we may record phone calls and
our interactions with customers.

4. Request to Our Guests

We will continue to sincerely listen and respond to our guests' voices. We kindly ask for your
warm understanding and cooperation in creating a comfortable environment where guests
and employees can mutually respect each other.

Tsuguyoshi Shimizu
President and CEO
Hotel Riverge Akebono



