Notes from the lesson:
COACH/BUS
VEHICLE
VAN
SHUTTLE
MORE PHRASES TO DEAL WITH DIFFICULT SITUATIONS ON TOUR
Take it easy/ keep calm
It’s all right Mrs. Parsons
I see/ I see what you mean
You understand?
COMPLAINTS: Quejas o reclamos
How to deal with complaints
To offer a refund
To offer something for free
To offer a discount
