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Lesson 6: 
Teamwork and Customer Service

ACTIVITY 1: CUSTOMER SERVICE

 b Ask students what good customer service is. Replies may vary but generally look for fast 
and polite service.

 b Explain to students the object of the activity is to demonstrate great customer service at 
all times.

 b Using the Customer Service Role Play Scenarios, each student will role play as an entrepreneur 
and as a customer.-Divide the class into two even groups (Group A and Group B); Group A 
should line up behind the mock stand (entrepreneurs) and Group B should line up in front 
of the mock hot chocolate stand (customers).

 b Distribute a customer service scenario strip to each member of Group B.
 b Allow each student from Group B to read their part and each student from Group 

A to respond.
 b Allow groups to switch roles once all students have gone (collect and re-distribute the 

scenario strips).
 b Provide feedback to each entrepreneur, modeling appropriate or improved responses 

if necessary.

ACTIVITY 1: CUSTOMER SERVICE

 b Facilitate discussion on roles/responsibilities needed on each team
 b Help students consider and create a time-line by starting “day of” and working backwards. 

then, ask them to define roles and assign roles to team members.
 b Demonstrate the use of a Project Management tool such as Trello to help with organization 

and team structure
 b Review the benefits of having a diverse team and instruct on how to utilize different skill 

sets, backgrounds and personalties. 
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OBJECTIVES
 > Students will be able to Discuss the importance of customer service
 > Learn about organizational structure: roles and responsibilities
 > Create a project timeline and review project management tools
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CLOSURE
 > Do a quick whip around asking students to state their Hot Chocolicious goal.
 > Review the Hot Chocolicious Business Results Form and remind students to keep track of the 

information they’ll need to complete it.
 > Tell students that setting up and running a business involves a lot of little details. Assure 

students they have learned the basics of business and are ready for Hot Chocolicious Day. 
Good luck!
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Hot Chocolicious – Customer Service Role Play 

 
Complaints: 

My hot chocolate was cold. 

My friend has more marshmallows in their cup. Why is that? 

I have been waiting a long time for my hot chocolate. Why is it taking so long? 

My cup was so hot it burnt my hand. 

 

 

General: 

Can you tell me what Hot Chocolicious is? 

How did you come up with the design of your stand? 

My hot chocolate was perfect. How did you do it? 

 

 

Tricky Questions: 

Can you make my drink cold? 

I went to the stand next door and they had flavored hot chocolate. Do you? 

Can I have my money back? I drank it all but I don’t like it. 

I’m allergic to milk, do you have anything else besides water to make my hot 
chocolate with? 

I went to the stand next to you and their hot chocolate was cheaper. 
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