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Introduction

ïBy 2010, 60%+ of fortune 1000 companies will 

have some form of online community (Gartner Research 

2007)
ïñA sense of entitlement has blossomed into a sense of 

omnipotence. Consumers are more me-focused than 

ever, and theyôre not afraid to talk about it.ò(Seth Godin 2007)

"Stop the Great HSBC Graduate Rip -
Off"
ïNo longer offering interest-free overdrafts

ïModern day student protest on Facebook

ïMembers call for boycott of the bank.

ïIn 2 months HSBC announced it was "not 

too big to listen to the needs of 

customers" and reversed its decision


