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Abstract

The present study aims to investigate the impact of social media on electronic word-of-
mouth (eWOM) marketing in companies manufacturing cleaning agents, disinfectants,
and cleaning products. A mixed-methods approach was employed to collect data. The
participants in the qualitative phase consisted of managers and experts from Al-Joud
Company in Irag. The qualitative sample comprised 15 participants, with the sample size
determined through theoretical saturation. Data were collected using semi-structured
interviews. The interview data were analyzed using thematic analysis. Subsequently, a
guantitative study was designed to validate the developed model. The statistical
population of the quantitative phase consisted of customers of Al-Joud Company's social
media platforms, which was considered unlimited. Based on the 31 questionnaire items,
the sample size was estimated 461 respondents. Simple random sampling was employed
and data were collected through a questionnaire. The quantitative data were analyzed
using exploratory and confirmatory analyses. Based on the findings, the dimensions of
electronic word-of-mouth marketing were identified as message-related factors, message
sender-related factors, and company-related factors, customer engagement, customer
attitude, customer relationship quality, and behavioral intentions were identified as the
outcomes of online word-of-mouth marketing. The quantitative results, which confirmed
the qualitative findings, indicated that electronic word-of-mouth marketing has
statistically significant effects on customer engagement, customer attitudes, and customer
relationship quality. Accessing online markets requires leveraging the promotional
potential of social media and employing electronic word-of-mouth marketing.
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