The topic of this article is Leadership of Service Employees. 

This article talks about three main gaps in leadership studies in the service industry:

We don’t know if transformational leadership and LMX are better than traditional management: It’s not clear if transformational leadership (which inspires and motivates employees) and LMX (which focuses on the relationship between leaders and employees) can explain employee behavior better than traditional management. More research is needed to see how they affect the relationship between employees and customers.

We don’t study enough how service climate affects leadership: Leadership works best when it matches with HR policies. But if leadership and HR practices are not the same, it can cause problems like confusion and distrust in the leader. There isn’t enough research on these problems and their effects.

We don’t know enough about how leader-employee relationships affect customers: Most studies focus on how LMX improves employee performance, but they don’t look at how it affects customers and business results. More research is needed to understand how LMX impacts customers through employees' actions and attitudes.
