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ABSTRACT

Every organization including service sectors highly depend on innovativeness. In
hospitality services innovative trends can be applicable through the employees who
are really connect with customers. But there is a gap when analyzing the existing
literature in the Sri Lankan context for evaluates the employee innovative behavior in
the hospitality industry. Because of that, the aim of the study is to find out the “effect
of customer participation in hospitality services on employee innovative behavior and
does interpersonal trust mediate the relationship between customer participation and
employee innovative behavior in selected hotels in Nuwara Eliya division”. Here
interpersonal trust serves as mediation mechanisms that explain the relationship

between customer participation and employee innovative behavior.

Based on the existing literatur€, conceptual model is created with the dependent
variable of employee innovative behavior, independent variable of customer
participation and the mediating “ariable of interpersonal teust. ‘The study is mainly
considering primary data collections which we;e collected -through closed structured
questionnaire from”198 employees were census survey and 193 customers were
convenience sampling in selected hote;I”S in Nuwara Eli‘ya division. Such hotels
include three star hotels, four star hotels and five star hotels. To analyze data and
identify the outcomes of research objectives, univariate, bivarigte and multivariate

analytical methods were used. -

According to the descriptive analysis results mean score of the study variables
indicates high level customer participation, “ interpersonal trust and employee
innovative behavior in selected hotels in Nuwara Eliya division from the both
responses of customers and employees. Further customer participation has a strong
positive relationship with the both emgloyee innovative behavior and interpersonal
trust and also interpersonal trust has strong positive relationship with employee
innovative behavior. The mediation effects observed suggests that interpersonal trust
is playing partial mediating role in the relationship between customer participation

and employee innovative behavior in selected hotels.
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