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ABSTRACT

This study investigates the impact of Customer-Oriented Human Resource
Management (CO-HRM) on Employee Customer Orientation (ECO) within the
selected banks in Nuwara Eliya District of Sri Lanka. The study also examines the

mediating role of Employee Attitude towards Customers (EATC) in this relationship.

The study population comprised employees of selected banks operating in the Nuwara
Eliya district. Primary data were collected using a structured questionnaire among 270
bank employees using a proportionate stratified random sampling technique. This study
has used descriptive statistics, correlation analysis, simple and multiple regression
analyses, as well as mediation analysis to analyze the collected and test the proposed

hypotheses.

Finding of the study revealed a strong positive correlation between CO-HRM and both
EATC and ECO, with CO-HRM explaining a significant proportion of the variance in
employee behavior and attitudes. Mediation analysis indicated that EATC partially
mediated the relationship between CO-HRM and ECO, emphasizing its crucial role in

translating HR practices into effective customer-oriented behavior.

It is concluded that Customer-Oriented HRM positively impacts Employee Customer
Orientation, with Employee Attitude towards Customers playing a significant
mediating role. The findings offer practical insights for HR managers and policymakers
in the banking sector, stressing the importance of aligning HR strategies with customer-

centric objectives to enhance service delivery and organizational performance.

Keywords: Customer-Oriented HRM, E mployee Attitude towards Customers, Employee

Customer Orientation.
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