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The Tokyo Customer Harassment Prevention Ordinance is hereby promulgated.
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Tokyo Customer Harassment Prevention Ordinance
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One of the world's leading cities, Tokyo hosts a collective of diverse industries and
advanced urban functions. As the capital of Japan, it is the driving force of the
nation's economy. Tokyo’s foundation is the strength of its people, which is
demonstrated through a wide range of work. In order for Tokyo to continue to develop
sustainably in the future, it is necessary to create an environment in which all
workers fully demonstrate their abilities, thereby making it possible for businesses to
conduct stable business activities and for anyone to lead an equally enriched life as a
consumer.
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To this end, there is a need to prevent the various types of harassment that are
harmful to the safety and health of workers. In particular, customer harassment,
which constitutes significant disruptive behavior from customers and other parties,
must be addressed by society as a whole, not individual businesses, as something that
both harms workers and adversely affects the environment in which goods and

services are provided and business continuity. It is also important to prevent customer



harassment in its various forms that is detrimental to workers in Tokyo in all

situations, not just those within the Tokyo metropolitan area.
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Naturally, it goes without saying that complaints, opinions and requests by
customers and other parties can lead to the improvement of business and the
development of new products and services. It is also imperative to account for the
point of view that workers are both the providers of goods and services and customers
who receive those goods and services, and that anyone can be either the victim or the
instigator of customer harassment.
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Based on this recognition, the Tokyo Metropolitan Government has enacted this
ordinance with the aim of building a city where customers and workers respect each
other on an equal footing as well as realizing a fair and sustainable society free from
customer harassment.
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(Purpose)
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Article 1 The purpose of this Ordinance is to establish basic principles and clarify the
responsibilities of the Tokyo Metropolitan Government (hereinafter referred to as
the “TMG”), customers, workers and business operators with respect to the
prevention of customer harassment as well as to establish basic matters for
measures for the prevention of customer harassment (hereinafter referred to as
“customer harassment prevention measures”) to promote the enrichment of
customers’ lives as consumers and the ensuring of safety and health of workers
along with the stable business activities of business operators and, in doing so,

contribute to the realization of a fair, sustainable society.
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(Definition)
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Article 2 The meanings of the terms listed in the following items as used in this

Ordinance shall be as individually prescribed in those items:
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(1) Business operator: A juridical person or other organization (including a national
agency) that engages in business (including activities for non-profit purposes) or
an individual who engages in business in the Tokyo Metropolitan area
(hereinafter referred to as "in Tokyo").
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(ii) Worker: A person who engages in work in Tokyo (including persons who engage
in the work outside the Tokyo area in connection with the business of a business
operator).
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(iii) Customer: A customer (meaning a person who receives goods or services from a
worker) or a person closely related to the work of a worker.
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(iv) Significant disruptive behavior: Assault, threats or other illegal acts, or
excessive demands without a legitimate reason, abusive language or other
unjustified acts.
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(v) Customer harassment: Significant disruptive behavior by a customer toward a
worker with respect to the worker’s work that is detrimental to the working
environment.
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(Basic Principles)
Bk NDAZ~— e NTAA Y ME, BEFEICLDFHF LOERIITHDBLES O AT

BMaRETLIHFWERELE L, FEEOFEOMGICHELLIFTEOTHL LD



RO T, AR B TE O A R T 5720,

Article 3 (1) Efforts must be made by society as a whole to prevent customer
harassment based on the recognition that customer harassment is significant
disruptive behavior by customers that infringes on the character or dignity of
workers and otherwise harms the working environment and negatively affects the
business continuity of business operators.
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(2) In preventing customer harassment, customers and workers must respect each
other on an equal footing.
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(Prohibition of Customer Harassment)
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Article 4 No one must engage in customer harassment in any situation.
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(Notes on Application)
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Article 5 In applying this Ordinance, care must be taken not to unreasonably infringe
upon the rights of customers.

(RO EHS)

(Responsibilities of TMG)
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Article 6 The TMG shall provide information, raise awareness, educate, hear
consultations, offer advice and conduct other necessary measures relating to the
prevention of customer harassment for customers, workers and business operators
in accordance with the basic principles set forth in Article 3 (hereinafter referred to
as the “basic principles”).

(R DEH)

(Responsibilities of Customers)
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Article 7 (1) In accordance with the basic principles, customers must deepen their



interest in and understanding of issues concerning customer harassment as well as
endeavor to exercise the necessary caution in their words and actions toward
workers.
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(2) Customers must endeavor to cooperate with customer harassment prevention
measures implemented by the TMG.
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(Responsibilities of Workers)
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Article 8 (1) In accordance with the basic principles, workers must respect the rights
of customers and deepen their interest in and understanding of issues concerning
customer harassment as well as endeavor to take actions that contribute to the
prevention of customer harassment.
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(2) Workers must endeavor to cooperate with efforts to prevent customer harassment
that are implemented by the business operator with respect to the workers’ work.
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(Responsibility of Business Operators)
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Article 9 (1) In accordance with the basic principles, business operators must work
proactively and positively to prevent customer harassment as well as endeavor to
cooperate with the customer harassment prevention measures implemented by the
TMG.
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(2) If a worker is subject to customer harassment in connection with the business
operator’s business, the business operator must promptly ensure the worker's safety
as well as endeavor to take necessary and appropriate measures such as asking the

customer who committed the behavior to cease it.
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(3) Business operators must endeavor to take necessary measures so that workers do
not engage in customer harassment as customers with respect to the business
operator’s business.
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(Cooperation with Wards and Municipalities)
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Article 10 In implementing customer harassment prevention measures, the TMG shall
endeavor to facilitate cooperation with its special wards and municipalities.
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(Preparation of Guidelines on Prevention of Customer Harassment)
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Article 11 (1) The TMG shall establish guidelines on the prevention of customer
harassment (hereinafter referred to as the "guidelines").

2 fREHCHRW T, RICHITHFEHZED DL HDET D,

(2) The guidelines shall set forth the matters listed below:
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(i) matters relating to the nature of customer harassment;
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(ii) matters relating to the responsibilities of customers, workers and business
operators;
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(iii) matters relating to policies of the TMG:;
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(iv) matters relating to the efforts of business operators; and
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(v) matters other than those listed in the preceding items that are necessary to
prevent customer harassment.
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(3) If the TMG establishes or amends the guidelines, it shall promptly publish them.
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(Financial Measures)
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Article 12 The TMG shall endeavor to take necessary financial measures to promote
customer harassment prevention measures.
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(Promotion of Measures)
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Article 13 The TMG shall implement the following customer harassment prevention
measures in accordance with the guidelines:
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(i) provision of information on the TMG's support programs;
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(ii) awareness-raising and education on behavior that contributes to the prevention
of customer harassment;
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(iii) consultations and advice on working environments;
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(iv) consultations and advice on lives as consumers;
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(v) consultations and advice on ensuring the safety and health of workers; and
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(vi) measures other than those listed in the preceding items that are necessary to
prevent customer harassment.
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(2) In implementing customer harassment prevention measures and verifying the
status of their implementation, the TMG shall endeavor to hear the opinions of
relevant organizations and reflect them in measures to effectively promote customer
harassment prevention measures.
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(Measures by Business Operators)
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Article 14 (1) In accordance with the guidelines, business operators must endeavor to
endeavor to take measures to prevent customer harassment by customers, including
the establishment of necessary systems, consideration for workers who have been
subject to customer harassment and the preparation of guides for preventing
customer harassment.
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(2) If business operators have prepared a guide for preventing customer harassment
as stipulated in the preceding paragraph, workers must endeavor to comply with
the guide.
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Supplementary Provisions
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(Effective Date)
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(1) This ordinance shall come into effect as from April 1, 2025.
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(Review)
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(2) After taking into consideration changes in the social environment, the status of

enforcement of the provisions of this Ordinance and the status of other efforts to

prevent customer harassment, if the TMG deems it to be necessary, the TMG shall
review the provisions of this Ordinance and take necessary measures based on the

results of the review.



