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When a lesson
changes, and the
words to say

Lessons get moved. Life happens at both ends of the arrangement. What makes it

straightforward is terms people knew about before they needed them, and a few sentences you
are not making up on the spot.

The rule that makes the rest easy.

A term only works if it was explained before the money was taken. Say it out loud on lesson one, put it in
writing where they can find it again, and it stops being a surprise. A surprise charge is what turns a cancellation
into a chargeback.

A policy you can copy
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Cancellations and changes
Please give at least 48 hours' notice to change or cancel a lesson, and there is no charge.
Less than 48 hours' notice: the lesson is charged in full, because the slot cannot usually be filled at short
notice.
If you are not there when | arrive, | will wait 15 minutes and try to contact you. After that the lesson is charged
in full.
If I have to cancel, you get the lesson back at a time that suits you, or a refund of that lesson, your choice.
lliness, bereavement and emergencies: talk to me. | would rather sort something out than lose you as a pupil.
\ J

Adapt the notice period to your own diary. Whatever you choose, apply it the same way for everyone, because inconsistent enforcement is
what makes people feel singled out.

Pat says: the last line does
more for your retention than the
first four. People remember
being treated like a human
when something came up at
home.
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The words, for six situations

-
On lesson one, saying it out loud.

"Quick bit of housekeeping so nothing is a shock later. If you need to move a lesson, just give me 48 hours and
it is no problem at all. Under that and | do have to charge, because | cannot usually fill the slot. | will send it to
you in writing too. Sound fair?"

They call off the night before, first time.
"Sorry to hear that. That one falls inside the 48 hours so it is chargeable, but let's get you back in this week. |
have Thursday at four or Saturday morning, which works better?"

It happens again inside the notice period.

"That is the second one this month, so | want to check nothing bigger is going on. Is the time slot not working
for you? | would rather move you to a day that actually works than keep charging you for lessons you are not
having."

They are not there when you arrive.
Message: "I'm outside. I'll wait until 4.15, then I'll have to head off and the lesson will be charged. Give me a

ring if something has happened." Then actually wait the fifteen minutes, and actually leave.

They dispute the charge.

"l understand it is annoying. Here is the term you agreed when you booked, and here is the message where we
went through it. | do hold the slot for you, which is why it works this way. | would still rather you carried on with
me: shall we get the next one booked?"

You have to cancel on them.
"I'm really sorry, | have to move Thursday. | have got you Friday at the same time, or Monday at six, and either
way the lesson is not charged. Which suits?" Offer the alternative in the same message. Never just cancel.
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Keeping the diary steady
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Send a reminder 48 hours out, not 24.

Twenty four hours is inside most notice periods, so a reminder then simply prompts the chargeable

conversation. Two days out gives them time to move it for free, which is cheaper for you than an empty hour,

and easier all round.

Book the next lesson before you drive away.
A booked slot in the diary gets moved when it needs to be. An unbooked pupil quietly drifts, and drift costs far

more than a moved lesson does.

Watch for the pattern, not the incident.
One change is just life. Three in six weeks usually points at money, confidence or a slot that does not fit their

shifts. All three have an answer, and none of the answers is a stern message.

Set payment up so it takes care of itself.
Whatever you use, decide now whether you take payment up front or on the day, and be the same with
everyone. A method people know in advance keeps the money side quiet, so your time goes on the teaching.
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My notice period, and where it is written down

The sentence | will say on lesson one

Care2Drive is run by people who run a driving school.
Our instructor books cover the teaching side: the Standards Check Series for the check itself, and The Coaching
Instructor for the craft underneath it. care2drive.co.uk

v EVERY COPY SOLD HELPS A NEIGHBOURHOOD HERO LEARN TO DRIVE
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General guidance from one driving school's experience, not legal advice. Consumer law gives customers rights around cancellation and
refunds, so check your own terms against current consumer rules, or take advice, before relying on them.
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