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Structural Relationship Between Emotional Labor, Resilience, Social Support,
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Abstract

This study examines the impact of malicious complaints on the life of employees in local government
and the mediating effect of resilience and social support. A survey was conducted in April 2022 targeting
325 employees working in B metropolitan city, and the structural equation model was used for analyzing
the survey data. The conclusions of this study are as follows. First, malicious complaints had a positive
effect on emotional labor of the employees, and emotional labor did not directly affect the quality of life
of them. Second, resilience and social support had a mediating effect on emotional labor and quality of life
of the employees. In other words, emotional labor did not have a direct effect on the quality of life, but it
was found that it was a powerful variable that affected th quality of life through self-regulation ability,
interpersonal relationships, positivity, superior support, and peer support. Third, in the relationship between
emotional labor, resilience, social support, and quality of life, there was a moderating effect among the
three groups (Official, Indefinite contract worker, and Accredited police). Statistically significant differences
were found in the effect of emotional labor on resilience and social support, and of resilience on quality of
life.

Key words : Malicious complaints, Emotional labor, Resilience, Social support, Quality of life
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<Table 5> Path Coefficients of the Structural Model

Path Estimate S.E. I6] CR. p
Malicious Complaints ~ >>  Emotional Labor 151 .033 343 4.605 .000**
Emotional Labor >>  Quality of Life -.037 .061 -.044 -.614 .539
Emotional Labor >> Resilience 211 .075 207 2.822 .005*
Emotional Labor >> Social Support 192 .075 231 2.553 O11%*
Resilience >>  Quality of Life 391 .145 472 2.693 .007**
Social Support >> Quality of Life 430 206 422 2.087 .037*

*p< .05, **p< 01
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Path Direct Effect Indirect Effect Total Effect
Emotional Labor Resilience 211%* 211%*
Quality of Life .037 .082* 119%*
Resilience Quality of Life 391%, 391%
Emotional Labor Social Support 192%%* 192%%*
Quality of Life .037 .099% 136%*
Social Support Quality of Life A430%* A430%*

*p< .05, **p< .01
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Estimate
Path X2
Official Indefinite contract Accredited Police
Malicious Complaints >> Emotional Labor .604** .035%* A493%* 4.853
Emotional Labor >> Resilience .245% .021 504%* 27.777%*
Emotional Labor >> Social Support .150 .019 ALT** 15.337**
Social Support >> Quality of Life 132 .248** 277* 3.866
Resilience >> Quality of Life 672%* 647** T29%* 6.850%*
Emotional Labor >> Quality of Life 187 .042 -.039 .349
*p< .05, *¥p< .01
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