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In 2015 Marks and Spencer launched its SPARKS CARD. Similar to the Tesco Clubcard it promised monetary vouchers and rewards for every purchase. It was designed to create a sense of belonging for the customer and regain loyalty. (Ward, C.2017). However, some trust was lost when in 2016 an internal error on the website lead to many customers details being revealed to other shoppers. (Curtis, S. 2017).
In 2016, a new company CEO, Steve Rowe, was brought in. Previously, the company relied solely on mystery shoppers to gauge customer service quality in store, however, more of an in-depth insight was needed - which they achieved by creating an online customer satisfaction survey with receipt, with the incentive of possibly winning a voucher for £100+ or 10% discounts for taking part. This also allowed the company to gain customers details.
In 2017, a new chairman Archie Norman was appointed to Marks and Spencer. He has pledged to;
· Close 100 High Street Stores by 2022
· Re-invest and increase staff numbers by 3,000
· Bring customer service back to the heart of the company
· Improve and expand website
· Grow internationally
· Renew rewards and incentives for staff and shareholders
Changes made in the past five years has seen profits rise marginally, (Statista,2018). however more needs to be done to ensure Marks and Spencer’s future, which is what Mr Norman plans to achieve. (Marks and Spencer 2019).
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