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Customer Response Script

Why is a credit card necessary?

The credit card allows us to temporarily block an amount as a security deposit during the rental period. 
This amount is not taken from your account but serves as a guarantee in case of damage to the vehicle 
or unforeseen situations. Additionally, the credit card provides a practical and secure solution without 
directly impacting your available balance.

Why don’t we accept debit cards?

Debit cards withdraw the amount directly from your account, which can create �nancial inconveniences. 
With a credit card, the blocked amount is only temporary, and after the vehicle is returned, it is released 
without any charges. This solution provides more �exibility and security for the customer.

Why don’t we accept cash as a deposit?

For safety and e�ciency reasons, we do not accept cash deposits. Managing cash deposits is more 
complex and poses higher security risks for both customers and our company. Additionally, the use 
of a credit card speeds up the rental process and the return of the deposit.

What if I want to avoid the credit card deposit block?

You can opt for our Top Cover, which eliminates the excess fee in case of damage and signi�cantly 
reduces the amount blocked on your card. This option provides you with more peace of mind during 
the rental, ensuring that you won't have to worry about unexpected additional costs.

Tips for Receptionists:
Stay calm and polite: Even in challenging situations, it's important to remain calm and treat the 
customer with respect.
Listen attentively: Hearing the customer’s concerns and questions demonstrates interest and 
professionalism.
Explain clearly and concisely: Use simple language and avoid technical terms.
O�er solutions: Whenever possible, provide alternatives and solutions to the customer's inquiries.

Remember: The goal is to build a positive relationship with the customer, ensuring they feel secure 
and satis�ed with the service, and encouraging them to return to use our services.
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Customer Response Script

Example Dialogues Between Receptionist and Customer

Scenario 1: Credit card deposit

Customer: Why do I have to use a credit card? Can’t I pay with a debit card?
Receptionist: The credit card allows us to block an amount as a security deposit, but without taking that 
amount from your account. The amount serves as a guarantee in case of damage or unforeseen events. 
Unlike a debit card, the amount is not charged, just temporarily reserved. Once the rental is over, the 
block is lifted without any cost.

Scenario 2: Debit card vs. credit card

Customer: I have my debit card here. Can I use it for the deposit?
Receptionist: We use credit cards because they allow us to block the deposit amount temporarily without 
withdrawing money from your account. With a debit card, the amount would be directly charged, which 
can be less convenient, especially with higher amounts.

Scenario 3: No cash deposits accepted

Customer: What if I prefer to leave the deposit in cash?
Receptionist: Unfortunately, we don’t accept cash deposits. We do this for security reasons, both for you 
and for us, and because returning the cash would be much more complicated. Using a credit card allows 
us to ensure a quick and secure process, without the risk of loss or errors.

Scenario 4: Avoiding the deposit block

Customer: I don’t want such a high amount blocked on my card. Is there another option?
Receptionist: We have a solution that might interest you. With our Top Cover, the excess fee is covered, 
and the amount blocked on your card will be much lower. This gives you more peace of mind, especially 
if you want to avoid high deposit blocks.
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Examples of Prior Communication

In this section, you will �nd examples of reservation con�rmation emails, websites where customers 
make their bookings, and vouchers that customers receive to present at the counter. These examples 
are important for clarifying any doubts the customer may have regarding the need for a credit card.

If a customer mentions they were unaware of the credit card requirement, you can use these examples 
to demonstrate that the information was communicated beforehand. The requirement for a credit card 
is clearly mentioned during the booking process on the websites and is also included in the con�rmation 
emails and vouchers received. These documents are sent automatically and serve as proof that the 
customer was informed of the mandatory requirements to pick up the vehicle.

This helps the customer understand that all conditions were presented beforehand to ensure that the 
rental process runs smoothly without misunderstandings.
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Reservation Con�rmation Email
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Voucher
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Website



Credit Card (Visa / Mastercard)

Debit Card (Visa / Mastercard)

Stripe

Maestro

Electron

Cash

Prepaid Card

American Express

Diners

Chinese Union Credit Card
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Payment Methods
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Credit Cards Not Accepted for 
Deposit/Guarantee

-No name

-No number

-No physical card

-No CVV numbers

-Cards without a credit 
indication are considered 
debit if the system identi�es 
them as such.

CREDIT

CREDIT

Credit Card (Visa / Mastercard)

Stripe

Debit Card (Visa / Mastercard)

American Express

Maestro

Electron

Diners

Cash

Prepaid Card

Chinese Union Credit Card
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Exceptions

Cards labelled as both Credit and Debit are accepted.

Although “DEBIT” may be written on these French cards, they also have credit card functionality. 
Therefore, they are accepted for deposit even if Stripe identi�es them as Debit.

CREDIT



This guide is continuously updated


