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[ Abstract ]
In the human service field, where workers are in direct contact with customers, emotional labor is required, and it

has been pointed out that burnout may occur if the workers do not manage their emotions well. This paper focuses on
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interviews with insurance salespeople, focusing on the reality of emotional labor and its relationship to burnout. The
results revealed that although emotional labor is performed at the point of contact with customers, the stress intensity
of emotional labor itself is low, and in fact, emotional labor may have a positive impact as a stress avoidance skill.

Thus, the results support the positive argument for emotional labor.
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