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The Mediating Effects of Social Support on the Relation between
Emotional Labor and Organizational Commitment of Franchise Food
Service Industry Employees
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Abstract This empirical study examined the relationships among emotional labor, social support, and organizational
commitment of franchise food service industry employees, and analyzed the mediating effects of social support from
the fellow and director on the relationship between emotional labor and organizational commitment. A total of 268
employees in the franchise food service industry, such as fast food, chicken, and coffee in Seoul, were analyzed by
frequency analysis, reliability analysis, correlation analysis, confirmatory factor analysis, and structural equation model
analysis using the SPSS Program. The results of verifying the research hypotheses could be summarized as follows.
First, the surface emotional labor of franchise food service industry employees had negative effects on the
organizational commitment. Deep emotional labor had significant positive effects on the organizational commitment,
and fellow and director support had significant positive effects on the organizational commitment. Second, the social
support from the fellow and director had partially mediating effects on the relationship between emotional labor and
organizational commitment. This suggests that emotional labor and social support play essential roles in enhancing
the organizational commitment of franchise food service industry employees.
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commitment
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Table 2. The demographic characteristics Variables

(N=268)
Characteristics n(%)

Male 180(67.2)

Sex
Female 88(32.8)
20~30 66(24.6)

Age
31~40 100(37.3)

(years)

>41 102(38.1)
Care work <1 79(29.5)
experience 1-3 130(48.5)
(years) >3 59(22.0)
Fast food 102(38.1)
Franchise industry Chicken 76(28.4)
Coffee 90(33.5)
All 268(100.0)
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327
3.98

71

83
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457
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74
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SD
VIF

Tolerance

Variables
5 organizational commitment

1 surface acting
2 deep acting

3 fellow support
4 director support

emotional labor
social
support

Table 3. Variables correlation

“p<.01
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Table 4. The effect of subject’s emotional labor on
organizational commitment
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Table 6. Mediating effect of fellow’s support between

dependent independent b B ¢ surface acting and organizational commitment
organizational  surface acting =351 -439 -7.963™" dependent independent b G P
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Table 5. The effect of subject’s social support on
organizational commitment

dependent independent b B t
organizational ~ fellow support 302 430 7.384""
commitment director support 125 141 2421
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p<.05, “p<.001
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Table 7. Mediating effect of fellow’s support between
deep acting and organizational commitment

dependent independent b B t
fellow support deep acting 450 374 6.575""
R=140 AR=.137 F=43.233""
organlzatlonal deep acting 351 415 7.448"™
commitment
R=173 AR=169 F=55472""
organizational  deep acting 229 271 4.893™"
commitment fellow support 271 .386 6.977"
R=301 AR=296 F=57.046""
p<.001
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Table 8. Mediating effect of director’s support between
surface acting and organizational commitment

dependent independent b B t

director support surface acting -307 -.340 -5.887""
R=115 AR=112 F=34.662""

organlzatlonal surface acting -428 -.535 410337
commitment

R=287 AR=284 F=106.860""

organizational surface acting -.386 -483 -8.8917"
commitment director support 136 154 2.826™

R=307 AR=302 F=58.827"

“p<.01, "p<.001
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Table 9. Mediating effect of director’s support between
deep acting and organizational commitment

dependent independent b B t
director support deep acting 427 446 8.138
R=199 AR=196 F=66.223"
orgam?atlonal deep acting 351 415 7.448"
commitment
R=173 AR=169 F=55472""
organizational ~deep acting 289 342 5.545™"
commitment director support .146 .165 2,679
R=194 AR=188 F=31.970""
“p<01, p<.001

Table 9°l Wbt nie} o] 1eb7lol A 77 w59
WALz v 7ARIQL AgARe] ARSI H A Aol 1A= G
el e B4 02 Folap) LEREI(B-446, p<001),
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