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Abstract: The purpose of this study was to investigate the loyalty strategies and
Word of Mouth Communication of sports product customers (Adidas) in Iraq.
The research method was applied with a descriptive purpose and descriptive-
correlational manner. The statistical population of the study was the customers
of Adidas brand sports products in Iraq, which was unknown to the researcher.
The sample size was 384 based on Cochran's formula for unknown
communities. The sampling method was available non-randomly. The research
tool was the standard questionnaire of Alguacil et al. (2021). To evaluate the
instrument's validity, content validity (approval of professors and experts) and
structure (factor loads) were used. Cronbach's alpha and combined reliability
were used for instrument reliability, and finally, the validity and reliability of
the instrument were confirmed. Structural equation modeling was used to
analyze the data using smart pls software. The results showed that loyalty
strategies (credibility, trust, attitude, and homogeneity) affect the loyalty and
Word of Mouth communication of Adidas brand sports products in Iraqi
customers. The effect of loyalty on customers' Word of Mouth communication
was even confirmed.

Keywords: Loyalty Strategies, Word of Mouth Communication, Sports
Products, Adidas Brand, Iraq.

Extended Abstract

Introduction

Everyday marketing is somehow related to our human lives and is
defined as a social management process by which individuals and
groups meet their needs and desires through the production and
exchange of goods with each other (Tabatabaei Nasab et al., 2013). In
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recent years, due to economic problems and the decrease in people's purchasing power, the efforts
of companies to find customers have increased. The increase in customers' right to choose due to
the variety of products and services available in the market, has caused companies to do their best
to retain and maintain their current customers in addition to activities to attract new customers
(Baghban Baghestan et al., 2021). The sports industry is one of the important industries in the
international arena, which has contributed a lot to the economy of different societies today. The
growth of sports in all fields and its expansion in all groups have caused the sports industry to be
recognized as an important industry in the world. The expansion of sports has made us witness the
formation of the sports industry in a large way. Using the capacities of the sports industry can lead
to the growth of economic indicators in different countries (Ahmadi et al., 2020). Today, customer
loyalty is the key to business success. As a result, studying and examining the relationship between
brand and consumer is the ultimate goal for many companies that seek to build sustainable and
profitable links with their customers; Because such favorable and strong relationships can create
benefits such as creating barriers for competitors to enter, reducing sensitivity to price increases,
reducing marketing costs, increasing market share, and most importantly, positive word-of-mouth
advertising (word of mouth). The main goal of a number of active marketing companies is
customer loyalty to products or services. One of the factors affecting oral communication is
customer loyalty (Elahi & Fathi, 2019). Therefore, according to the importance of the topic, in this
study, the main issue is to study and investigate loyalty-building strategies (credibility, trust,
attitude, and congruence) on the loyalty and verbal communication of customers of sports products
(Adidas brand) in Iraq.

Case Study
The case study of this research was related to the investigation of loyalty strategies and oral
communication of customers of sports products (Adidas) in Irag.

Theoretical framework

Loyalty has received much attention in the literature, precisely because of the great importance of
this concept. Since loyalty is the aspect that allows users, in this case, a sports service, to remain
in the service, loyalty enables the retention of current users of the service (Wu, 2011), which
ensures the service's durability and sustainability. If we want to analyze how to achieve user
loyalty, we need to understand that there is always a part of the decision that is made based on the
criteria of the buying user, but also the evidence about the brand and the positive or negative
rumors about the brand. Influences user decision in the specific case of the sports context, where
there are many clubs and gyms with high dropout rates, improving loyalty requires personal
actions to increase retention (Pinheiro & Cavique, 2019). In this sense, it investigated the effect of
brand image in improving users' loyalty to sports services and determined that congruence, as a
starting point for establishing relationships with variables such as credibility, trust, and attitude, is
the background for more user loyalty to sports centers. Brand loyalty is clearly visible in the
behavior of buyers and is considered the highest level of acceptance of a brand by customers. In
addition to frequent purchases, loyal customers recommend the purchase of that brand to others
(Kim et al., 2018). The concept of oral communication is closely related to other elements in the
user's perception of a brand. For example, it is known that when a consumer is satisfied with a
brand because he believes that the brand is authentic, the recommendation is favorable (Sweeney
& Swait, 2008), similarly, when dissatisfied, the level of loyalty towards the product increases and
this loyalty favors product recommendation generation (Wang et al., 2010) on the other hand, in
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relation to brand image, it has been shown that perceived quality significantly affects credibility
and this credibility has It affects the attitude towards the brand, which helps to increase the level
of loyalty.

Methodology

The current research method is applied in terms of purpose, and in terms of method, it is
descriptive-survey research of correlation type. The statistical population of this study is all the
customers of Adidas brand sports products in Irag, which is assumed to be unlimited due to the
fact that the number of people in the population is unknown to the researcher. The sample size
based on Cochran's formula is 384 customers of Adidas brand in Irag. The sampling method was
available as sampling. The data collection tool was a questionnaire. In this questionnaire,
credibility has 3 items, trust has 3 items, congruence has 4 items, the attitude has 3 items, loyalty
has 3 items and verbal communication has 3 items. Regarding the validity of the questionnaires,
after compiling the initial framework, several professors, experts, and relevant experts were
consulted, their critical comments and correction suggestions were applied to the questionnaire,
and the validity of the structure was also checked by confirmatory factor analysis. To check the
reliability at the applied level, there are Cronbach's alpha criteria and composite reliability and
factor loading to check the reliability of a reflective measurement model. The reliability check of
this research was done by calculating Cronbach's alpha coefficient.

Discussion and Results

The results of factor analysis show that all path coefficients tested using t-statistics are significant.
Therefore, all the hypotheses of this research have been confirmed. Analyzing the structural
equations after estimating the parameters and before interpreting them, one should ensure the
suitability of the model. The general criterion considered for the partial least squares method is
called GOF. Considering that the GOF for this research is equal to 0.424, it shows that the model
is a strong fit.

Conclusion

According to the results of the research, credit has a significant effect on trust among the
customers of sports products (Adidas) in Iraq. Therefore, it is suggested to strengthen the
trust of customers by increasing the quality of products or timely delivery and other things.
Also, credibility has a significant effect on the attitude among the customers of sports
products (Adidas) in Iraq. Therefore, it is suggested to strengthen the attitude of the
customers towards the products so that the customers have certain credibility towards the
brand based on this. The results show that credit has a significant effect on congruence
among the customers of sports products (Adidas) in Irag. Therefore, it is suggested to
strengthen the consistency of the brand to increase its credibility of the brand. Also, trust
has a significant effect on attitude among customers of sports products (Adidas) in Iraq.
Therefore, it is suggested: that trust towards the brand can expand the issues better, and
strengthening the issue of trust-building among customers should be done well. So that
the customers make improvements in their attitude towards the brand and have an optimal
attitude towards the brand. The results of the research show that trust has a significant
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effect on congruence among the customers of sports products (Adidas) in Irag. Therefore,
it is suggested: that strengthening the issue of building trust in the brand among customers
will strengthen other issues, i.e. the issue of the self-converging brand, and this issue will
strengthen the desired brand and increase its efficiency. Also, homogeneity has a
significant effect on the attitude among the customers of sports products (Adidas) in Irag.
Therefore, it is suggested: that the issue of strengthening the congruence of brands is very
sensitive to the attitude among customers, so by strengthening the attitudes and attitudinal
reforms among customers, it is possible to improve congruence and self-centeredness
towards brands. The results show that congruence has a significant effect on loyalty
among the customers of sports products (Adidas) in Irag. Therefore, it is suggested: that
matching and choosing the right brands can double the relationship between brands and
strengthen brand loyalty in a way that doubles the loyalty of customers and their durability.
Also, the results show that homogeneity has a significant effect on verbal communication
among the customers of sports products (Adidas) in Irag. Therefore, it is suggested: that
the issue of matching and choosing suitable brands with customers' opinions is related to
oral communication and word-of-mouth advertising, and the most important issue is to
strengthen brand congruity, and it is suggested that by strengthening word-of-mouth
advertising, it is possible to create It made a better case for the consistency of the brand.
Also, according to the results of the research, the attitude has a significant effect on loyalty
among the customers of sports products (Adidas) in Irag. Therefore, it is suggested: that
strengthening the loyalty among the customers can strengthen the attitude towards the
brand, this issue needs to be studied in this field, and it is necessary to strengthen the
loyalty with ways of making the customers loyal. Also, the attitude has a significant effect
on verbal communication among customers of sports products (Adidas) in Irag. From this
point of view, it is suggested: that the attitude of the brand can be strengthened, and good
actions were taken in such a way that strengthening the messages and creating word-of-
mouth advertising, changed the attitude of the customer and other customers towards the
brand. According to the results of this research, loyalty has a significant effect on verbal
communication among customers of sports products (Adidas) in Iraq. Therefore, it is
suggested: that the issue of customer loyalty and strengthening them towards the brand
can be expanded, and this issue affects word-of-mouth advertising, word-of-mouth
messages are delivered better, and old customers are attracted to new customers by making
them loyal.
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