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①

②
③
④

（①～④×10%）⑤

⑥ 1滞在に付きお一人様500円

※お客様が選択したご宿泊プランにより、発生しない場合がございます。

一般(14名まで)

不泊 当日 前日 7日前 14日前

100% 100% 50% 50% 20%

（②×10%）

10%

別表第２　
カスタマーハラスメント行為（第５条第６項  及び第７条第３項関係）
宿泊料の減額その他のその内容の実現が容易でない事項の要求（宿泊に関して障害を理由とする差別の解消の推進に関する法律第2条第2号に規定する社会
的障壁の除去を求める場合を除きます。）又は粗野又は乱暴な言動その他の従業者の心身に負担を与える言動（営業者が宿泊しようとする者に対して障害を理
由とする差別の解消の推進に関する法律第8条第1項の不当な差別的取扱いを行ったことに起因するものその他これに準ずる合理的な理由があるものを除き
ます。）を交えた要求であって、当該要求をした者の接遇に通常必要とされる以上の労力を要することとなる行為（以下に例示します。）を繰り返した場合に、当該
行為をカスタマーハラスメント行為とします。

・身体的な攻撃（暴行、傷害など）、精神的な攻撃（脅迫、暴言、中傷など）にあたる行為
・土下座の要求行為
・居座り、監禁等一定時間を超える拘束的行為（長時間の電話を含みます。）
・難癖をつけたキャンセル料の未払い、代金の返金要求、商品交換や金銭補償等の過剰要求行為（他の宿泊者と比較して、合理的な範囲を超えた過剰なサービ
　スを要求し、宿泊料に不当な割引を要求する行為を繰り返す行為等の不当な要求を行う行為がこれに含まれます。）
・大声、暴言などで従業員を責める行為
・同じ質問の繰り返し、社会的相当性を欠く方法による謝罪の要求やクレーム等の責任追及行為
・運用ルールや制度上対応できないことへの過剰要求やクレーム行為
・SNSやマスコミへの暴露（従業員の氏名公開など）をほのめかした脅迫行為



individual(1to14)
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Attached Table No. 2Attached Table No. 2
Customer Harassment Behavior (Related to Article 5, Paragraph 6 and Article 7, Paragraph 3)Customer Harassment Behavior (Related to Article 5, Paragraph 6 and Article 7, Paragraph 3)
Repeated requests by a guest to the Hotel that include difficult demands for a reduction in accommodation fees or other matters that are not easily Repeated requests by a guest to the Hotel that include difficult demands for a reduction in accommodation fees or other matters that are not easily 
achievable (except when seeking the removal of barriers based on the Act on Promotion of Elimination of Discrimination against People with achievable (except when seeking the removal of barriers based on the Act on Promotion of Elimination of Discrimination against People with Disabilities, Disabilities, 
Article 2, Paragraph 2), or requests involving rude or violent language or behavior and other acts that impose a mental/physical burden on the HotelArticle 2, Paragraph 2), or requests involving rude or violent language or behavior and other acts that impose a mental/physical burden on the Hotel  
employees (except for deeds caused by the operator’s unfair and/or discriminatory treatment as defined in Act 8, Paragraph 1 of the Act on employees (except for deeds caused by the operator’s unfair and/or discriminatory treatment as defined in Act 8, Paragraph 1 of the Act on 
Promotion of Elimination of Discrimination against People with Disabilities, or with similar valid reasons) and require more than the usual service Promotion of Elimination of Discrimination against People with Disabilities, or with similar valid reasons) and require more than the usual service 
efforts (such as those listed below) of the Hotel, shall be deemed to be Customer Harassment Behavior:efforts (such as those listed below) of the Hotel, shall be deemed to be Customer Harassment Behavior:

・ Physical attack (assault, injury, etc.) or mental attack (threats, abusive language, slander, etc.);・ Physical attack (assault, injury, etc.) or mental attack (threats, abusive language, slander, etc.);

・ Demand for the Hotel employee to get down on his/her hands and knees, and bow down to the ground;・ Demand for the Hotel employee to get down on his/her hands and knees, and bow down to the ground;

・ Restrictive acts exceeding a certain length of time, such as sit-in or confinement (including unreasonably long phone calls);・ Restrictive acts exceeding a certain length of time, such as sit-in or confinement (including unreasonably long phone calls);

・ Accusing employees in a loud voice, or using abusive language, etc.;・ Accusing employees in a loud voice, or using abusive language, etc.;

・ ・ Refusal to pay cancellation fees based on unreasonable reasons, excessive demands for refunds, for replacement of merchandise and/or for Refusal to pay cancellation fees based on unreasonable reasons, excessive demands for refunds, for replacement of merchandise and/or for monetary monetary 
compensation, etc. (Including inappropriate requests for excessive services beyond the reasonable range compared to other guests, and repeated compensation, etc. (Including inappropriate requests for excessive services beyond the reasonable range compared to other guests, and repeated 
unreasonable demands for discounts on accommodation fees);unreasonable demands for discounts on accommodation fees);

・ ・ Behavior demanding the Hotel to take responsibility, including repetitive questioning and/or demands for apologies, and/or claims, etc. usingBehavior demanding the Hotel to take responsibility, including repetitive questioning and/or demands for apologies, and/or claims, etc. using methods  methods 
lacking social relevance;lacking social relevance;

・ Excessive demands or complaints about matters that cannot be accommodated due to operational rules or systems;・ Excessive demands or complaints about matters that cannot be accommodated due to operational rules or systems;

・ Threats of disclosure on social media or to the mass media (including the public release of employees’ names);・ Threats of disclosure on social media or to the mass media (including the public release of employees’ names);

・ Any behavior that constitutes stalking of an employee.・ Any behavior that constitutes stalking of an employee.
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