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Cathay Pacific Airways Limited - Japan
Basic Policy on Customer Harassment

1. Introduction

Under our core philosophy of “Move Beyond,” we are committed to providing a safe and secure
travel experience by sincerely responding to customer requests and striving to deliver ever higher
levels of service satisfaction. We consider customer feedback and requests to be invaluable
opportunities for improving and enhancing our services.

However, certain behaviours - such as abusive language, threats, or violence - that undermine the
dignity of our employees are considered highly inappropriate by societal standards. Such actions not
only harm the working environment but also jeopardize the safe and secure delivery of our services.
We believe that ensuring a safe workplace for employees enables them to perform at their best,
ultimately fostering better relationships with our customers.

2. Definition of Customer Harassment at Our Company

Customer harassment is determined to have occurred when:

(1) A customer or third party (including business partners, etc.)

(2) Use their superior position to engage in acts prohibited by aviation law or other illegal acts, or
make demands that are unreasonable or exceed socially accepted norms

(3) Results in harm to the working environment of our employees.

Specific examples include, but are not limited to:

e Acts of violence

e Abusive language, insults, or defamation

e Intimidation or threats

e Remarks or actions that deny employee dignity or are discriminatory

e Demands for prostration (dogeza)

e Prolonged detention

e Coercion to provide responses beyond socially accepted norms

e Unreasonable or excessive demands lacking rationality

e Posting content on social media that damages the reputation of the company or employees
or discloses their personal information.

e Sexual harassment, SOGI* harassment, other forms of harassment, or stalking of employees
*"SOGI" stands for Sexual Orientation and Gender Identity.

3. Internal Response to Customer Harassment

e For cases suspected to be customer harassment, we fully consider the customer’s perspective
while also prioritising the physical and mental well-being of our employees and have
established support systems to care for them.

e Training will be provided to employees on knowledge and countermeasures regarding
customer harassment.



e A consultation desk will be established for customer harassment, and systems will be put in
place for cooperation with police, lawyers, and other relevant parties.

4. External Response to Customer Harassment

e While we will seek reasonable and rational discussions to resolve issues, if an act is
determined by our company to constitute customer harassment, we may discontinue our
response and refuse to provide further services.

e In malicious cases, we will respond resolutely in cooperation with the police and external
experts such as lawyers.



