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Abstract : This study aims to investigate the impact of data leak of M&S customers on digital communities. Modern businesses
are using digital communities as an important public relations tool for marketing purposes. This form of communication helps
companies  to  build  better  relationship  with  their  customers  which  also  act  as  another  source  of  information.  The
communication between the customers and the organizations is  not  regulated so users may post  positive and negative
comments. There are new platforms being developed on a daily basis and it is very crucial for the businesses to not only get
themselves familiar with those but also know how to reach their existing and perspective consumers. The driving force of
marketing and communication in modern businesses is the digital communities and these are continuously increasing and
developing. This phenomenon is changing the way marketing is conducted. The current research has discussed the implications
on M&S business performance since the data was exploited on digital communities; users contacted M&S and raised the
security concerns. M&S closed down its website for few hours to try to resolve the issue. The next day M&S made a public
apology about this incidence. This information was proliferated on various digital communities and it has impacted negatively
on M&S brand name, sales and customers. The content analysis approach is being used to collect qualitative data from 100
digital bloggers including social media communities such as Facebook and Twitter. The results and finding provide useful new
insights into the nature and form of security concerns of digital users. Findings have theoretical and practical implications.
This research will showcase a large corporation utilizing various digital community platforms and can serve as a model for
future organizations.
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