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Abstract 

COVID-19 has led to organizations operating their business in a different way to what 

they were used to. Employees went from being office bound, to working from home, so 

that organizations were able to continue operating. This led to organizations being faced 

with challenges when working in a virtual environment. The problem that managers in the 

IT (information technology) department at a South African bank faced was that, if they did 

not lead their teams effectively whilst working in a virtual environment, it could lead to a 

decrease in employee satisfaction and performance. 

This research identified leadership tools to assist leaders in achieving leadership 

effectiveness in a virtual environment at the IT department at a South African bank. The 

researcher identified leadership tools a leader can use to achieve leadership 

effectiveness in a virtual environment. The researcher used the quantitative method to 

conduct the research. Online surveys were used to gather data from the IT department 

of a South African bank. The researcher then used means, graphs, correlations and box 

plots to analyse and interpret the collected data. The respondents responded positively 

to most of the questions posed to them. The researcher was able to conclude that 

sufficient communication was taking place between the leaders and employees of the IT 

department. Employees believed that they were able to trust their leaders and that their 

leaders supported them in achieving their goals. The data revealed that the leaders were 

displaying certain behaviours representing leadership styles identified by the researcher 

from literature. The researcher found that the employees believed that the leader did not 

always bring a sense of order to their work. The research also indicated that, when 

employees experience conflict, the leaders do not always assist in resolving it. 

The researcher made recommendations that the IT department can apply to improve its 

leadership effectiveness. Implementing these recommendations will assist the IT 

department to achieve their objectives and achieve leadership effectiveness in a virtual 

environment 
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CHAPTER 1: INTRODUCTION 

1.1 INTRODUCTION 

The COVID-19 pandemic has been a reminder that large-scale, unpredictable events 

bring changes that have consequences for organizations. With lockdown measures 

enforced in South Africa to control the spread of the virus, organizations had to adapt and 

move many of their departments to online platforms, to keep the organizations 

functioning. All the changes that were caused by the pandemic had a direct impact on 

how teams at banks are managed and led. This study did an in-depth investigation into 

the problem an IT (information technology) department faced at a South African bank 

(Bank), and what the literature reveals about leadership effectiveness in a virtual 

environment. A research method was selected to analyse the problem at the Bank and 

insight was obtained into the data the researcher collected from online surveys completed 

by IT department staff of the Bank. This chapter focusses on giving insight into the Bank 

and the IT department, and the problem they faced. The researcher will also discuss the 

research objectives of the study. 

1.2 BACKGROUND 

This Bank was formed in 2001 by entrepreneurs, and loans money to low-income South 

Africans who were being ignored by other banks (Bank, 2021). The Bank loans money to 

customers who lack collateral, such as a home, to secure loans. This bank was listed on 

the JSE on 18 February 2002. Since then, it has grown to serving 14.7 million active 

banking customers. The Bank has 854 bank branches across South Africa. This Bank 

offers just one transactional account, nevertheless, even wealthy people flock to bank 

with the Bank. The Bank continues to add 200 000 customers to their customer base 

every month. 

For the banking group to remain a strong competitor in the South African banking industry, 

it needs to constantly grow and consider innovative ways to improve how it structures its 
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products and services for its customers. This Bank has ensured that it grows its IT 

department to enable it to develop innovative products and services, as it is on a journey 

to become one of the leading banks in South Africa.  

Wisyonge (2020) reports that, in early March 2020 South Africa reported its first COVID-

19 case – a man in his late thirties who had returned from a holiday trip a few days earlier. 

After 927 COVID-19 cases had been reported, the National COVID-19 Command Council 

advised the president of South Africa, Cyril Ramaphosa, to institute a lockdown of 21 

days for the whole country. This meant that South Africans were required to remain at 

home from 27 March to 6 April 2021. People were only allowed to go outside their homes 

to obtain food, medicine, fuel and other essential services. The Bank fell under the 

essential services group, and the impact of COVID led to the Bank to giving employees 

who were able to perform their functions from home, laptops. This enabled them to work 

from home and the company to comply with the required COVID regulations. This meant 

that managers could not see their employees in person, but would have to lead their 

teams using virtual tools in order to connect. 

Bui (2020) explains that, when a team is dispersed geographically, they are referred to 

as a virtual team. Bui (2020) defines a virtual team as a group of beings taking 

responsibility for their own interdependent tasks, which they have to perform while being 

responsible for the same outcome, while being in different locations. Thus, virtual teams 

have to use electronic means as their main communication channel, which are made 

possible by technological tools for collaboration.  

At the Bank, Skype and Microsoft Teams were used as the two primary means of 

collaboration. At the office, the team saw their managers every day and could just walk 

to their desks to communicate or request assistance or guidance. A leader could 

physically observe what their team members were busy with. When leading a team 

virtually, the team does not have any physical contact. Therefore, a leader must be 

creative about the way they lead their teams. This means that a leader could face 

challenges when leading a team virtually if they do not change the way they lead their 
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teams. Bui (2020) found that teams tended to struggle with their team communication 

when working virtually, which can affect the team’s cohesion and performance output. 

Communication in a virtual team is different to what it is in a traditional team, and a leader 

must adopt certain leadership tools to manage their team communication. If they do not 

do so, it will affect the team’s ability to achieve their team objectives. A team’s innovation 

could be impacted when working virtually. Virtual teams could experience a downward 

trend in their innovation and output when they are not being lead effectively. This can 

cause the team to fail to meet their team objectives and it may affect their performance 

ratings (Bui, 2020). 

1.3 PROBLEM STATEMENT 

The managers at the IT department of the Bank would face problems if they did not lead 

their teams effectively in a virtual environment. If the problem was not addressed, it could 

cause employee morale to decline. Employee satisfaction could decrease, and this could 

lead to demotivated employees. Bui (2020) states that, if leaders are not leading their 

teams effectively in a virtual environment, then it could lead to a decrease in the creativity, 

innovation, and performances of virtual employees, and could cause projects to be 

inefficient. This will mean that the organization will fall short of meeting its strategic 

objectives, and the funds spent on projects could be lost because the projects are 

inefficient. 

1.3.1 Research questions 

i) What does the literature reveal about leadership effectiveness in a virtual 

environment? 

ii) Which leadership behaviours have an influence on employee performance in a 

virtual environment at the IT department at a Bank? 

iii) What leadership tools are available to achieve leadership effectiveness in a 

virtual environment at the IT department at a Bank? 
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1.4 PRIMARY AND SECONDARY OBJECTIVES 

1.4.1 Primary objective 

The primary objective of this research was to identify leadership tools that could be used 

to achieve leadership effectiveness in a virtual environment at the IT department at a 

Bank. 

1.4.2  Secondary objectives 

i) To contextualise a virtual environment in the banking industry; 

ii) To provide an overview of leadership effectiveness in a virtual environment; and 

iii) To analyse leadership effectiveness in a virtual environment at the IT department 

at a Bank. 

1.5  RESEARCH METHODOLOGY 

1.5.1  Research Design 

A research design is defined as a plan for a study that provides the overall framework for 

the collection of data (Hair et al., 2019. One of the methods a researcher can use to 

conduct research, is through the deductive approach. The deductive approach involves 

the researcher studying research that has been completed by others, then commencing 

with data collection, and conducting data analysis (Hair et al., 2019). The deductive 

approach was used to conduct this research. 

Quantitative analysis was used to determine the results of the research. Hair et al. (2019) 

explain that quantitative research refers to measurements using numbers to directly 

represent the characteristics of something. By using a quantitative analysis approach, the 

researcher can provide a summary of information on many characteristics. One of the 

tools a researcher can use to collect quantitative data is an online survey, which the 

researcher used to collect data via an online platform called Google Forms. 
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1.5.2 Sampling strategy 

The researcher used a census sampling approach, which involves a researcher collecting 

data from all the members of a population under investigation (Hair et al., 2019).  

The researcher identified the specific department that had a total of 150 employees. The 

150 permanent employees were the employees that formed the population of this 

research. The researcher set inclusion and exclusion criteria for the 150 employees 

identified. The population identified for this research was relatively small. 

1.5.3  Data collection method 

Quantitative data collection involves the gathering of numerical data using structured 

questionnaires (Hair et al., 2019). Hair et al. (2019) state that, when collecting information 

from a population of more than 50 people, a survey is the best way to collect the data 

effectively. Online surveys can be structured on an online platform that enables 

researchers to design their questionnaires. The researcher used the Google Forms 

application to set up the online survey. The researcher emailed a link to the online survey, 

with the informed consent form attached, to the respondents. The respondents required 

60 minutes to complete the survey. The respondents were able to complete the survey 

during their lunch hour or after working hours. The respondents had the ability to close 

the online survey and complete the outstanding questions at a later stage. The 

respondents had three weeks to complete the survey. The researcher could monitor the 

progress of the respondents through a progress report available on Google Forms. 

1.5.4 Ethical considerations 

The researcher ensured that research was conducted in an ethical way, and kept the 

following ethical considerations in mind. 
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1.5.4.1 Obtaining permission  

The researcher submitted a written to the university first, and obtained written permission 

from the university to conduct the study. The researcher submitted written requests to the 

human resources business department and the head of the IT department. The 

researcher obtained written permission from the Bank to conduct the research. 

1.5.4.2 Informed consent 

The researcher ensured that all potential participants were informed of the research 

process. The informed consent forms were sent out to the respondents as an attachment 

to the online survey. The researcher requested the respondents to first read and first 

indicate their response to the informed consent, before continuing to the survey. 

1.5.4.3 Voluntary consent 

The respondents had the right to voluntarily agree to participate in the research. None of 

the respondents were, at any stage, forced to participate in the research. The researcher 

sent the link to the online survey to the respondents, and, once received, the respondents 

had the right to either respond or to decide against responding. 

1.5.4.4 Anonymity and confidentiality 

The researcher ensured that the anonymity of the respondents was maintained. The 

respondents were able to complete the online survey anonymously. The researcher 

handled the survey confidentially. The online survey did not require the respondents to 

provide any personal information, such as their first names or surnames. The researcher 

anonymized the document to ensure that the organization is protected. 

1.5.4.5 Avoiding harm 

Respondents should be able to participate in research without any harm coming to them. 

The respondents could participate in this research without facing the risk of any harm. 
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1.6 DEMARCATION OF STUDY 

The study topic is leadership effectiveness in a virtual environment at the IT department 

at a Bank. All the permanently employed employees working in the IT department at the 

Bank were approached to participate in the study. The field of study is organizational 

behaviour. 

1.7 CHAPTER LAYOUT 

Chapter 2: Literature review 

Chapter 3: Research methodology 

Chapter 4: Data analysis and interpretation 

Chapter 5: Conclusion and recommendations 

1.8 CONCLUSION 

Leadership is generally recognised as the foundation of every company, and a critical 

source of strategic advantage. The objective of this research was to analyse leadership 

effectiveness in a virtual environment at the IT department of a Bank. Teams at a bank 

work in a virtual environment and no longer in the traditional environment. This new way 

of working is accompanied by challenges, as virtual team leaders have to adjust to leading 

their teams virtually. In Chapter 2, the researcher will give insight into what the literature 

reveals about leadership effectiveness in a virtual environment, and what tools are 

available to leaders to become effective in a virtual environment. 
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CHAPTER 2: LITERATURE REVIEW 

2.1 INTRODUCTION 

The Bank commenced with virtual working shortly after the pandemic started in South 

Africa in March 2020. As the Bank did not know when the pandemic would end, it was 

important to ensure that it had the necessary tools and literature available to ensure that 

employees were managed effectively while they worked virtually. Without an 

understanding of the literature or having the needed tools, it would mean that the Bank 

would not be able to perform optimally. This chapter will focus on the theory relating to 

the topic of this study, which will provide a clear understanding of what leadership 

effectiveness and a virtual environment involves, and what challenges are experienced 

in a virtual environment. Leadership tools that leaders can use to effectively manage their 

teams and achieve leadership effectiveness will be discussed. In order to explore the 

theory, it is important to understand the definitions clearly. 

2.2 DEFINITIONS AND CLARIFYING CONCEPTS 

Lazenby (2016) defines leadership as influencing people in a team by serving as an 

inspiration to them, and also achieving goals that were set by the organization, and 

directing team leaders’ actions towards the organizational goals to be achieved. DuBrin 

(2013) reports that, when a leader can achieve an outcome, such as employee 

satisfaction, quality in the workplace and productivity, then that leader is effective. When 

a person has confidence in another person’s motives and in their intentions, and they can 

see that the person is being sincere, then there is trust (DuBrin, 2013). 

The word communication is an indispensable element of any social factors, especially in 

distance working (Bui, 2020).  

A virtual team is a geographical team that is dispersed (Bui, 2020).  
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Leadership style refers to the manner in which people are directed and motivated by a 

leader to achieve organizational goals (Khajeh, 2018).  

Transformational leadership occurs when a leader can move the organization to the 

future, recognize environmental needs and facilitate change (Korejan & Shahbazi, 2016). 

Authentic leadership occurs when a leader knows who they are and what they believe, 

when they display transparency and consistency in their values, ethical reasoning and 

actions, and are respected widely for their integrity (Wulffers, 2017). 

2.3 VIRTUAL TEAMS 

Arredal et al. (2021) explain that, when a group of individuals who forms part of one team 

are working from different locations though they are still working together on one initiative 

while communicating through online platforms, they form a virtual team. Thus, virtual 

teams work from different physical locations using collaborative information and 

communication technologies (Arredal et al., 2021). According to Anoye and Kouamé 

(2018), working in a virtual environment has led to organizational change.  

Anoye and Kouamé (2018) are of the opinion that having virtual teams allows an 

organization to be more flexible. Today, teams are still able to work together with 

geographically dispersed members, while it would have been impossible in the past 

(Anoye & Kouamé, 2018). These days there are advanced technologies that allow virtual 

team members to be linked to each other constantly (Anoye & Kouamé, 2018). Virtual 

teams, unlike traditional teams, are dispersed in terms of their locations and are able to 

work across national, cultural, and temporal boundaries. These changes come with their 

own challenges, as will be explained. The banking industry is one of the industries that is 

also working virtually now. 
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2.4 VIRTUAL TEAMS IN THE BANKING INDUSTRY 

According to Wade (2019), teams are an integral part of the banking industry. Gong and 

Janssen (2015) state that banking leaders are now using virtual teams around the world 

to conclude trades through web collaboration tools. There is a great need in the banking 

industry for processes to be completed accurately and quickly (Wade, 2019). For this to 

occur, banking employees must be able to interact with each other and operate efficiently 

and effectively. Banks provide employees with immediate access to data that is up to 

date, and this contributes to employees being motivated (Basu, 2016). When there is 

teamwork amongst team members, with a leader who is leading from the front, the team 

can work together to achieve goals and objectives. Wade (2019) is of the opinion that 

banking managers can improve the motivation level of their teams by meeting or 

exceeding the expectations of their employees. Working virtually has several positive 

outcomes, though it can also come with challenges. 

2.5  CHALLENGES EXPERIENCED IN LEADING A VIRTUAL TEAM  

Anoye and Kouamé (2018) explain that virtual teams are more well-known now, and 

leaders must be aware that there are challenges involved in working virtually and leading 

a team effectively. The first challenge that a virtual team faces relates to communication. 

Bui (2020) shares that, when working digitally, a person can become so focussed on the 

task that they forget that there are colleagues they should communicate with.  

Morrison-Smit and Ruiz (2020) state that, when people work remotely, body language 

has no impact in communication. In the absence of body language to observe or facial 

expressions to see, a barrier is created to understanding others, and the ability to 

establish trust is blocked. These aspects of communication are minimal or completely 

absent in virtual environments, especially in the absence of video capabilities (Morrison-

Smit & Ruiz, 2020). Compared to face-to-face teams, virtual teams encounter problems 

such as decreased social interaction, impaired communication and challenges with 
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emotional expression (Bhat et al., 2017). Effective communication is essential if a team 

is to function optimally. 

Anoye and Kouamé (2018) emphasize that, when working virtually, team members must 

be clear in their communication. When corresponding online, and in the absence of other 

communication cues, people can be perceived as sounding rude and very cold (Anoye & 

Kouamé, 2018). The personality type of a specific group member could dictate how well 

they communicate in the virtual environment, because an extravert might struggle with 

the isolation of electronic communication, while a more introverted person often thrives in 

it (Anoye & Kouamé, 2018).  

If communication is reduced, it is more difficult to establish trust between members of a 

virtual team. Bhat et al. (2017) explain that trust is a sensitive matter when teams are 

working virtually; virtual work can lead to a decline in trust. A lack of trust in virtual teams 

breeds a lack of cooperation between and buy-in by team members (Meixner, 2018). 

Meixner (2018) shares that, when trust is lacking, then there is an inability to believe what 

a colleague says or does. Alward and Phelps (2019) found that team members struggled 

to adapt to changes in teams, and tended to not perform at their best when they did not 

trust their line managers. A virtual leader who is not trusted by their team members affects 

the team’s efficiency and can damage the integrity of the team and cause the outlook of 

their work to become negative (Alward & Phelps, 2019). When a virtual employee does 

not trust their leader or their organization, they tend to not display a formidable level of 

organizational citizenship (Alward & Phelps, 2019). When there is no trust between the 

line manager and the team members, they will struggle to maintain good working 

relationships, therefore, the leader will face challenges when managing personnel. 

The third challenge that a leader may face relates to managing teams. When working at 

the office, it is easier to manage the team, because the manager can walk around and 

effectively manage personnel face to face, however, when the team is working virtually, 

it becomes much more challenging to manage the capabilities of the team and their job 

performance (Bui, 2020). This impacts the leader’s ability to lead the team effectively. 
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2.6 LEADERSHIP EFFECTIVENESS 

Leadership refers to the power that one person has to influence or change the values, 

beliefs, behaviour and attitudes of another person (Hao & Yazdanifard, 2015). 

Effectiveness is defined as the aftereffects of the objectives that have been achieved 

(Zakia et al., 2020). Louw et al. (2017) emphasize that, for an organization to grow and 

for to it be able to survive, it needs to have effective leadership. In the past, there was a 

certain way of managing a business that is no longer relevant in this new day and age. 

Leadership effectiveness is vital for managing a business effectively (Hao & Yazdanifard, 

2015). Effective leaders can optimize both their task-related and relational orientations 

(Kayworth & Leidner, 2002). Employees have the ability to perform their roles more 

efficiently and achieve their objectives if their leaders are using the skills of effective 

leadership (Hao & Yazdanifard, 2015).  

2.7 CONCEPT OF LEADERSHIP IN A VIRTUAL ENVIRONMENT 

Mehtab et al. (2017) are of the view that, in a virtual environment, a leader is unable to 

control the team members’ activity as they would in a traditional working environment. A 

virtual leader must be creative in making observations, to ensure that their team members 

meet their expectations while working virtually (Mehtab et al., 2017). Virtual leaders 

should never assume that their team members are always ready to start a virtual meeting. 

When there is an electronic silence, a leader must assume that it is acquiescence, and 

not necessarily inattention (Mehtab et al., 2017). Mehtab et al. (2017) propose that a 

virtual leader has three basic roles: 

i) A leader plays the role of liaison between their team members, and brings clarity 

and understanding. 

i) A leader is a direction setter, and guides team members in the right direction, so 

that team members can achieve the team’s goals. 

ii) A leader performs the role of coordinator, who knows what the team needs to 

further their development and address their differences. 
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A virtual leader should aim to perform their roles, from inception, so that there is 

coherence and integration amongst the individual members of the team (Mehtab et al., 

2017). By doing so, the leader assists the team to achieve their targeted goals. To achieve 

these goals, there will need to be a team discussion during which the team leader and 

team members agree on the goals (Mehtab et al., 2017). According to Kayworth and 

Leidner (2002), a leader plays the following roles in a virtual environment: 

§ Director – As a director, a leader must make the team members’ roles clear and 

give them clear direction. 

§ Coordinator – As a coordinator, a leader must anticipate when a problem will arise 

and be able to avoid any crisis that may arise. A leader must also bring a sense of 

order to a team members’ work. 

Kayworth and Leidner (2002), furthermore, share that a virtual leader must be able to 

establish role clarity among the team members, and exercise their authority by following 

through on their responsibilities. Role clarity can be ensured by clearly communicating a 

team member’s roles and responsibilities. Kayworth and Leidner (2002) are of the opinion 

that, through communication, an effective virtual leader is able to provide team members 

with a clear and detailed ‘picture’ of the tasks they need to complete. This will enable 

team members to know exactly what is expected of them. According to Kayworth and 

Leidner (2002), this approach creates structure in the team. Doing so also creates a bond 

between the team members and with the team’s mission.  

However, it does not mean that a virtual team will not encounter problems. Virtual leaders 

must be involved in problem-solving. Team members will not always be able to translate 

the team’s vision into actionable steps to be executed daily to achieve the vision (Mehtab 

et al., 2017). This inability can be overcome with the assistance of the leader. Virtual 

leaders are responsible for motivating team members, ensuring the right norms are 

established and developing internal communication (Mehtab et al., 2017). Virtual leaders’ 

time will be occupied by mentoring their team members, enforcing the working standards 

and ensuring that team members are rewarded for good performance (Mehtab et al., 
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2017). This can be challenging without being physically present, but it can be achieved. 

A leader can realise their leadership in a virtual environment by developing the correct 

competencies. 

2.8 LEADERSHIP COMPETENCIES AN EFFECTIVE LEADER NEEDS IN A 
VIRTUAL ENVIRONMENT 

Bui (2020) argues that a leader can develop competencies and obtain the ability to 

become a leader who is admired, because leaders are made, rather than born. When a 

leader steps out and truly wants to lead their team members, then true leadership 

competencies will be required from the leader. Fisher and Fisher (2011) list seven 

competencies that can be used to evaluate a leader’s effectiveness. The seven 

competencies are leader, result catalyst, facilitator, barrier buster, business analyser, 

coach and living example. A leader must be able to prepare themselves to apply these 

competencies and to develop a leadership style that will work for them in managing their 

teams effectively (Bui, 2020). Bui (2020) notes that there are competencies that are 

needed for both a traditional working environment and a virtual working environment, 

though there are differences too. Figure 2.1 indicates the competencies that are needed 

for a leader to be effective in a virtual team.  
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Figure 2.1: The seven core competencies of an effective team leader  

Source: Fisher and Fisher (2011) 

Bui (2020) explains that, even though all seven competencies indicated in Figure 2.1 are 

important for a leader to have, a virtual leader needs the competencies of barrier buster, 

coach, facilitator and result catalyst, in particular, for leading a team in a virtual 

environment. A leader requires barrier buster capabilities if they want to achieve the same 

success they did when leading their team in a face-to-face environment. Bui (2020) states 

that a leader will face challenges, such as team members who fail to get along, employees 

failing to comply with policies, and employees who do not trust their managers, and if 

these challenges are not handled effectively by the leader, they can create barriers that 

are unseen to the eye but which can stop the team from growing. A leader must be so 

close to their team that they are able to find out or notice immediately when something is 

amiss in the team (Fisher & Fisher, 2011). Competencies that assist with this awareness 
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motivation and 

alignment across 
time, space and 

cultural distances
Barrier Buster: 

Opens doors and builds trust; 
challenges the status quo; 

helps people overcome 
isolation; breaks down 

artificial barriers

Facilitator: 
Brings together the 

necessary tools, information 
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effectively; adopt 
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Manages by principles, operating 
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protocols rather than exclusively by 
policy; uses boundaries rather than 
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gets good results without resorting to 
authorisation methods
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able to translate changes in the 
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organization; acts as an 
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are negotiation and relationship competencies. In some cases, being a barrier buster 

requires the virtual leader  to find the middle ground and be flexible for the project, so that 

the project remains on track to completion, and to ensure all the team players are on the 

same journey (Fisher & Fisher, 2011). A virtual leader has an important role in helping 

their team members overcome the disconnect between business and the team, so that 

the team members can start building trust and feeling a sense of belonging (Bui, 2020). 

Once trust has been established, the leader will be able to be a coach to the team.  

Fisher and Fisher (2011) define a coach as someone who teaches and helps team 

members develop their potential, while maintaining their authorisation balance and 

ensuring that there is accountability by others. Bui (2020) shares that, in leading a team 

virtually, a leader has to be creative about the way they communicate with their team, and 

this is where coaching comes in handy. A great deal of coaching is required when a team 

is working in a virtual environment (Fisher & Fisher, 2011). A leader has to recognize the 

differences in their team, consider the potential of the team, and create opportunities for 

the team members, to assist them to develop their potential and embrace their strengths, 

and thereafter address their weaknesses (Bui, 2020). This leads to the competency, of 

being a facilitator. 

Fisher and Fisher (2011) define a facilitator as a competency that combines resources, 

operational tools and the information that guides the leader in getting the job done. 

Facilitators have the ability of refocussing a virtual team effectively and are able to adapt 

and use communication technologies. A leader has the responsibility of being a facilitator 

and ensuring that the team members are sufficiently equipped, so that they can complete 

all the work that has been assigned to them (Bui, 2020). In a virtual environment, 

technology does not always work as it should, and disconnection errors can be 

experienced. The leader must be clear on processes that should be followed when team 

members are experiencing challenges with their technology. A leader must prepare the 

team members on what should be done when these challenges are being experienced, 

so that team members are prepared for it (Bui, 2020). Therefore, before a leader can 

become a result catalyst, they need to be effective at being a facilitator. 
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Fisher and Fisher (2011) explain that a result catalyst manages a team by principles, 

guidelines, and technology use protocols, instead of exclusively by policy; they are able 

to get good results without having to resort to authoritarian methods. Bui (2020) shares 

that, when a team is able to achieve success, then it is evident that the virtual team leader 

is managing the team effectively. A true leader in a virtual environment uses more 

facilitative techniques with their team members. This will result in employees feeling 

respected, and believing that they are able to achieve their work objectives more 

efficiently.  

For these competencies to be effective, the leader has to communicate effectively. 

Effective communication goes hand in hand with effective leadership. If communication 

is not conducted effectively, it creates frustration and confusion. Bui (2020) describes 

communication as the mutual exchange of information between two or more parties; it 

includes explanations, opinions, and views. Powers (2018) shares that a leader must 

approach dialogue with an open-minded attitude, which will guide employees to learn 

from errors that they make. An effective virtual leader must be a skilful listener (Powers, 

2018). Powers explains, furthermore, connecting the team to the values set by an 

organization can only be achieved if members communicate effectively with each other. 

Kayworth and Leidner (2002) recommend that communication takes place regularly.  

2.9 LEADERSHIP STYLES 

A leader can display the competencies mentioned above through adopting one of several 

leadership styles. 

2.9.1 Transformational leadership style 

Khajeh (2018) explains that a transformational leadership style is focussed on the 

development of followers, while still taking their needs into account. When an organization 

has leaders who apply a transformational leadership style, it means they are developing 

the value system, competencies and motivation levels of employees. Transformational 

leadership connects leaders and employees with each other. A transformational leader 
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can encourage their employees to look beyond their own interests (Korejan & Shabazi, 

2016).  

Korejan and Shabazi (2016) found that, today, changes are happening so fast that it is 

not always possible to be fully prepared for these changes, which leaders are required to 

cope with. Organizations need transformational leaders (Korejan & Shabazi, 2016). Khalil 

(2016) explains that employees, when they are led by a transformational leader, are 

encouraged to take on risk and ownership of their results. This leadership style enables 

employees to harness the creative environment and be more creative (Khalil, 2016). 

Transformational leaders value creative and innovative work and offer employees the 

support they need, so that an employee’s creativity and innovation is affected positively. 

A transformational leader encourages employees’ creativity by providing a vision that 

motivates employees to perform creatively (Shafi et al., 2020). A transformational leader 

is able to motivate employees to not just do what their employment contract requires, but 

to go the extra mile (Korejan & Shabazi, 2016). This type of leader can act as a mentor 

to their employees, and they are able to be role models for their employees (Korejan & 

Shabazi, 2016).  

To accomplish these goals, a transformational leader must possess certain 

characteristics. Korejan and Shabazi (2016) list the following characteristics that a leader 

must possess: 

• Transformational leaders are rooted in the personal beliefs and the values of 

leaders. 

• Transformational leaders are inspired from their hearts and minds, and it shows. 

• Transformational leaders are inspired through justice, fairness, honesty and 

honour. 

• Transformational leaders take note of their employees, to motivate them to 

establish trust and commitment. 

• Transformational leaders care about their employees, and know what their needs 

are and how to assist them. 
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When a team member is lead by a transformational leader, they will feel motivated and 

excited about what lies ahead for the team. Yukl and Gardner (2020) say that a 

transformational leader can motivate and transform their subordinates; they will be 

encouraged to do more and perform better in their roles.  

2.9.2 Authentic leadership style 

The authentic leadership style is another leadership style that can be used in a virtual 

environment. There are various views and perspectives on what authenticity is. 

Authenticity relates to making sure your actions and who you are, are aligned (Wulffers, 

2017). Authenticity requires looking inward and then allowing your internal values to lead 

you, and not being focussed solely on the situation (Wulffers, 2017). Understanding 

authenticity sets the foundation for understanding authentic leadership. 

Authentic leadership is an emerging theory of leadership that has been receiving attention 

since 2005 (Wulffers, 2017). Authentic leadership involves a call to higher standards of 

character and integrity in leadership, and public accountability in leadership (Wulffers, 

2017). Wulffers (2017) determines that authentic leadership is divided into intrapersonal 

(self-leadership) processes and the effect of that on self, others and outcomes. This 

development process commences with a leadership programme, which starts the process 

of authentic development in oneself (Wulffers, 2017). A leader is able to receive feedback 

from their followers, which enables them to determine their journey towards an authentic 

leadership organizational culture (Wulffers, 2017). There are three major sub-processes 

of leadership authenticity (Wulffers, 2017): 

i) Clarity that a leader has about themselves, which developed them into the 

leader they are; 

ii) Being committed to regulating themselves through ensuring that there is 

harmony between who they are and why they are leaders; and 

iii) Leader behaviours that are the expression of their internal beings observed 

by others. 
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Authentic leadership requires leaders to be genuine, self-aware and transparent in all 

their actions, which will cultivate loyalty and trust between leaders and employees.  

2.9.3 Servant leadership style 

The third leadership style that a virtual leader could apply in a virtual environment is a 

servant leadership style. When you are able do things for others, first, before you do 

something for yourself, then you are a servant leader. When a leader starts developing a 

feeling of being a servant, that is when they become a servant leader (Blanchard & 

Broadwell, 2018). A servant leader is able to make sure others are taken care of and 

provided for first, or even better than themselves (Blanchard & Broadwell, 2018).  

Irawanto et al. (2020) found that servant leadership stimulates caring about people and 

engages employees in decision-making. When employees feel that their leaders care 

about them, they become more inclined to attitudes and behaviours that give support to 

the organization (Irawanto et al., 2020). If a leader works to improve the team’s work 

output and develop team members to perform better in their roles, then the leader is 

leading them through servant leadership (Irawanto et al., 2020). A leader who serves 

must have the intention and desire to lead their followers and develop others to follow 

(Irawanto et al., 2020). Servant leaders serve without seeking anything in return (Irawanto 

et al., 2020). Servant leaders wish to provide their followers the best opportunities 

(Irawanto et al., 2020). Blanchard and Broadwell (2018) share that a servant leader 

should have the following skills: 

• Listening: When team members speak, a servant leader listens to what the 

team is sharing with the leader. The leader will then process this information 

and ponder on it before responding or acting on what the team members 

have shared. 

• Empathy: Empathising involves a servant leader showing understanding of 

the team members’ situation, that they accept the team members. 
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• Healing: When a servant leader sees that a team member is hurting or 

broken, they will see how they can assist by providing healing for that team 

member. 

• Awareness: Having self-awareness and awareness in general strengthens 

a leader. Servant leaders take note when team members are not 

themselves or if there is something untoward happening in the team – not 

only the bad, but also when there are good things happening in the team. 

• Persuasion: A servant leader does not use their power as a leader to get 

team members to do what is needed, but rather applies their persuasion 

skills.  

• Foresight: A servant leader can see when there is danger ahead for their 

employees. A servant leader will be able to use their knowledge from past 

experiences to assist with occurrences in future. 

• Stewardship: Stewardship means the leader can be trusted with something 

that belongs to another person. A steward is someone who will work to 

create a better environment for those around them, and make sure 

employees’ needs are met. 

• Commitment to growth: A servant leader works to develop each of their staff 

members. A servant leader will do everything in their power to nurture the 

personal and professional growth of employees and colleagues.  

• Building community: A servant leader can build a community amongst 

people who work in businesses and other institutions. 

By displaying these characteristics, a leader can become a true example of a great 

servant leader. Adopting the above leadership styles can change the way leaders lead in 

a virtual environment. In this way, leaders will be able to experience the advantages that 

accompany working virtually. 
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2.10 ADVANTAGES OF WORKING IN A VIRTUAL ENVIRONMENT 

Before the COVID-19 pandemic, meetings were held in boardrooms and whole-day 

workshops were done with the leader recording the ideas emerging from the discussions 

on a board (Mehtab et al., 2017). In a virtual environment, a leader can communicate via 

synchronous or asynchronous collaboration, if the interaction is not bound by time and 

place (Mehtab et al., 2017). A virtual leader uses asynchronous methods for idea 

generation and evaluation (Mehtab et al., 2017). Mehtab et al. (2017) states that, with an 

asynchronous facility, a team member has the ability to choose and select the idea they 

want to contribute to. This gives flexibility to the team if members have diverse 

backgrounds and have different paces and rhythms of idea generation and understanding 

each other’s ideas. These facilities also allow a team leader to monitor the team’s 

progress. 

In a traditional environment, a conventional leader can observe employees physically, 

and a virtual leader is able to do the same through monitoring what is not bounded by 

space (Mehtab et al., 2017). Virtual leaders use asynchronous and synchronous patterns 

of communication to determine member participation, and can easily determine which 

members require more support for further involvement (Mehtab et al., 2017). 

Asynchronous communication involves electronic documents and knowledge 

repositories, whereas synchronous communication refers to virtual meetings and 

messages (Mehtab et al., 2017). This type of communication allows a team leader to 

manage their team’s performance more effectively. 

Virtual team leaders use communication technology to train and coach team members 

(Mehtab et al., 2017). Leaders can track the knowledge repository regularly to monitor 

the team members’ participation, and send emails to members who are not participating 

in team activities (Mehtab et al., 2017). A repository date log will keep the leader informed 

of how much and how often the team members access the repository (Mehtab et al., 

2017). A leader can be assisted in a virtual environment by a facilitator who keeps track 

of the usage and reports to the leader if a problem arises. 
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2.11  IMPORTANT TASKS FOR AN EFFECTIVE VIRTUAL LEADER 

To assist a virtual leader to achieve effectiveness, several tasks can be performed. 

Mehtab et al. (2017) provides a list of tasks that will assist a leader to achieve 

effectiveness in a virtual environment. 

• Virtual leaders must train their employees on how to participate with each team 

member. Virtual leaders must never just assume that best practices that 

worked in a traditional work environment will automatically also work in a virtual 

environment. 

• Virtual leaders must overcome the coordination barriers that characterise 

working in a virtual environment. Only when a team member feels they can 

trust another team member and their team leader, will they all work towards 

one vision to achieve the team’s goals and objectives. 

• Virtual leaders must establish rules regarding when and how they should 

interact in the team, so that there is no confusion amongst the team members. 

• Virtual leaders must agree on which tools can be used to communicate. This 

should, however, not be set in stone, due to new needs that may arise and 

impact the tool being used. 

• Virtual leaders must ensure that employees are recognized and rewarded for 

satisfactory performance; doing this will make employees feel valued and 

appreciated. 

• Virtual leaders should establish a role and task matrix that is placed in a visible 

location and that is available for the whole team to access at any time. 

Annexure G provides an example of a matrix a virtual leader can use to assist 

team members with their daily tasks. Developing and using this kind of matrix 

will assist team members to understand the team dynamic, and will create role 

clarity within the team.  



24 

 

• Virtual leaders should improve the team’s experience by ensuring that all team 

members have the opportunity to gain experience, contribute and grow. This 

will lead to team members feeling that they are equally important. 

These leadership tasks can assist a leader to leading a virtual team more effectively. The 

leader will only be able to know how successful they are if they ensure their progress in 

becoming more effective can be measured. 

2.12 MEASURING LEADERSHIP EFFECTIVENESS 

Hussein et al. (2017) advise that there are a variety of ways to measure leader 

effectiveness, and some are quite unique. Subordinates can evaluate their leader based 

on the leader’s effectiveness as a 1) leader, 2) barrier buster, 3) facilitator, 4) results 

catalyst, 5) living example, 6) coach, and 7) business analyser (Fisher & Fisher, 2011). 

Another measurement will be based on the characteristics displayed by the leader. This 

will indicate which leadership styles, whether transformational leadership, servant 

leadership and/or authentic leadership, the leader displays. Using these measurements 

will assist in gaining a clear indication of the leadership effectiveness of the leader. 

2.13  CONCLUSION 

The researcher referred to the literature in relation to leadership tools that could give a 

leader the needed guidance to become more effective in a virtual environment. Working 

in a virtual environment does come with its share of challenges, though there are 

advantages to working in a virtual environment too. By implementing the right leadership 

tools, a leader can influence their team members to become inspired and motivated to 

achieve their goals and objectives more effectively. Employees will know exactly what is 

expected of them and they will be able to creatively perform their tasks to achieve the 

team vision. Even if they are no longer working face to face, teams can still be effective.  
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CHAPTER 3: RESEARCH METHODOLOGY 

3.1 INTRODUCTION 

The focus of this study was analysing leadership effectiveness in a virtual environment at 

the IT department of a Bank. Research methodology is the science of understanding how 

research is performed methodically. The researcher will, in this chapter, highlight the 

specific procedures or techniques that were used during this research to identify, select, 

process, and analyse leadership effectiveness at the IT department at a Bank.  

Research methodology comprises five stages. The first stage in research methodology is 

the research design, where the researcher indicates which research design method was 

used to obtain the data. The second stage of research methodology is the sampling 

strategy, where the researcher details the population and what the sample size is. The 

third stage of research methodology is data collection. During this stage the researcher 

shares what data collection tool was used to gather the data. The fourth stage of research 

methodology is the data analysis stage, where the researcher details the techniques that 

were used to analyse the obtained data. The last stage of the research methodology 

involves ethical considerations, where the researcher details what principles were applied 

during the research.  

3.2 RESEARCH DESIGN 

Research design refers to the step-by-step approach the researcher applied to conduct 

a study of a scientific nature (Bhasin, 2019). The approach the researcher used to conduct 

the research was the deductive approach. Hair et al. (2019) state that, when using a 

deductive approach, the researcher will first analyse the literature relating to the research 

topic, and then put the literature in practice. 

There are numerous techniques and methods that a researcher could use to conduct 

research and ensure that it is handled in an efficient way. One of the ways is through 

quantitative research design. Quantitative research involves numbers, descriptive 
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statistics, figures and illustrations to show results of the study (Moghaddam & Moballeghi, 

2008). Quantitative research strives to be objective and is appropriate when there is a 

possibility of collecting quantifiable measures of variables and inferences from samples 

of a population (Queirós et al., 2017). Cant and Van Heerden (2017) state that, when 

structured and quantifiable responses are required, then quantitative research is used.  

In quantitative research, the collected data is mostly quantifiable. Statistics helps to 

summarize the data, and to describe patterns, relationships, and connections (Hackett, 

2019). Statistics can be descriptive or inferential. Descriptive means the data summarises 

a given data set so that patterns emerge from the data (Hackett, 2019). Inferential allows 

the researcher to identify statistically significant differences between groups and reach 

conclusion about the data set (Hackett, 2019).  

There are advantages and disadvantages of using the quantitative research method to 

perform research. The advantages of quantitative research methods are that, 

• Data analysis is less time consuming (Rahman, 2016); 

• Subjects are not influenced by the observations of the experiments (Queirós et al., 

2017); 

• Much information and different domains can be explored (Queirós et al., 2017); 

• The degree of association and different domains can be explored (Queirós et al., 

2017); and 

• No manipulation of behaviour is required (Queirós et al., 2017). 

The disadvantages of quantitative analysis are that, 

• It is almost impossible for the variables to be controlled (Queirós et al., 2017); 

• The conditions that arise during the study are difficult to replicate (Queirós et al., 

2017); 

• There are ethical problems that can come up during the study (Queirós et al., 

2017); 
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• There are certain tools, specifically hardware and/or software, that may be needed 

for the study (Queirós et al., 2017); and 

• The answers and their quality as provided by the respondents play a vital role in 

the reliability of the data (Queirós et al., 2017). 

Epistemology refers to how knowledge is gathered, and from which sources (Bell et al., 

2018). Therefore, in research terms, the researcher’s view of the world and knowledge 

strongly influence the interpretation of data and the philosophical standpoint that should 

be made clear from the beginning.  

This research made use of a quantitative research method and collected data with an 

online survey. Using an online survey enabled the researcher to develop clear and 

predefined questions to obtain information on “how much” and “how many”. The 

respondents were able to give clear responses, which enabled the researcher to develop 

a clear view regarding the results (Hackett, 2019). 

3.3 SAMPLING STRATEGY 

Making a selection for a representative group from a population that is being studied, is 

called a sampling process. Hair et al. (2019) state that, when knowledgeable individuals 

are gathered to provide information about a specific topic, it is called collecting 

information. Hair et al. (2019) refer to these individuals as a population. A population is, 

thus, the total of all the elements that share a common set of characteristics. A census is 

undertaken once a researcher has identified a population and plans to involve all the 

members that form part of that specific population in their research (Hair et al., 2019).  

The IT department of the Bank had 150 permanent employees. The researcher sent the 

survey to the 150 permanent employees; therefore, the population size was 150. The 

population chosen for this research is relatively small, and therefore, the researcher used 

the whole population. The sample was selected on the basis of their type of employment 

status, that is, being permanently employed. All the permanent employees were included 

in the sample. The employment status and job title were part of the inclusion criteria. 
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Contract workers were excluded from the sample. Management was also excluded from 

the sample selection. The study did not include any vulnerable participants. Contract 

workers, management and vulnerable participants made up the exclusion criteria.  

The researcher chose this specific IT department because the employees in this IT 

department had not returned to work in the office since the COVID-19 lockdown started. 

In contrast, most of the Bank departments have returned to work in the office.  

3.4 DATA COLLECTION METHOD 

One of the main ways a researcher achieves the objectives of a study is through data 

collection. A researcher will receive the answers to the questions posed by the research 

when information is gathered and measured in a systematic way (Northern Illinois 

University, 2005).  

By using a survey, a researcher is able to obtain the data directly from the respondents 

(Queirós et al., 2017). A survey approach uses direct or indirect questioning of 

respondents (Cant & Van Heerden, 2017). The respondents were presented with a list of 

questions (Queirós et al., 2017). There are benefits to collecting data by means of a 

survey (Queirós et al., 2017). The benefits are that, 

• It does not take long to set up a survey; 

• The costs associated with setting up a survey are low; 

• The researcher can analyse the data that were collected with statistical tools; 

• A large number of audiences can be reached; and 

• The researcher’s subjectivity has no impact on the survey. 

Queirós et al. (2017) list the following disadvantages of using a survey as a data collection 

tool: 
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• The structure is rigid; 

• The respondents’ responses are limited, thus, the researcher has no access to the 

emotions or behaviour of the respondents; and 

• The answers and the way the survey is structured can influence the data. 

The online survey approach was used. Bell et al. (2018) explain that online surveys are 

surveys that are sent to respondents via an online platform. Using the survey approach 

allowed for structured questions and response categories. Surveys were sent to the IT 

departments’ permanent employees via email, with an informed consent form as an 

attachment and the online survey link in the body of the mail. The respondents clicked on 

the Microsoft Forms link to access the survey only after they had given informed consent. 

The researcher used a Likert scale approach, and the respondents were able to choose 

one of five possible responses to the series of statements (Chandel et al., 2015). 

The researcher requested permanent employees of the IT department to participate in 

the research during a monthly team meeting where all the respondents were present. 

Once the respondents had received the online survey, they had an opportunity to indicate 

if they wished to participate, or not. The researcher indicated in the email that the online 

survey would take 60 minutes to complete. The participants had three weeks to complete 

the online survey. The researcher monitored the respondents’ progress via a report 

available on the Google Forms app. The participants were able to complete the surveys 

during their lunch hours or after working hours.  

In 2002, Kayworth and Leidner had performed research on leadership effectiveness in 

global virtual teams. To assess virtual team leadership effectiveness, 13 virtual teams 

with their respective leaders were created at three different universities, and quantitative 

and qualitative analysis was done (Kayworth & Leidner, 2002). In their research, they 

collected data with a survey that was administered upon the completion of the project. 

Kayworth and Leidner (2002) report that, in spite of certain limitations that were 

experienced during the research, they were able to make valuable findings. Some of the 
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limitations they faced during their study was that their data were gathered from a very 

limited sample, and respondents representing only certain cultures were included.  

During this research, the researcher used the survey applied in the research by Kayworth 

and Leidner in 2002. The researcher omitted the open-ended questions, because this 

study only used a quantitative research method. The survey comprised a variety of 

questions regarding leadership effectiveness, communication, leader roles, team 

effectiveness, and extent of communication technology being used, for which the 

respondents rated their virtual team leader’s performance. The respondents were asked 

a total of 37 questions. The survey was constructed in America and was originally 

completed by respondents who were located at different universities in three different 

countries. The respondents completed the survey online. The validity and reliability of the 

survey was tested by Kayworth and Leidner.  

For this study, the researcher used the survey developed by Kayworth and Leidner 

(2002), though the researcher used only the quantitative questions and did not use the 

qualitative questions. The questions and the context of the survey applied to the study 

being performed; therefore, the survey did not need to be adjusted. The participants of 

this study were able to complete this survey online and were, therefore, not negatively 

impacted in any way. 

3.5 DATA ANALYSIS 

Data analysis is the process of collecting, modelling, and analysing data, which will allow 

a researcher to extract insights that support decision-making. Univariate analysis is the 

analysis of one variable at a time (Bell et al., 2018). One way of doing univariate analysis 

is through diagrams. Bell et al. (2018) explain that diagrams in the form of pie charts or 

bar charts can be used to display quantitative data, because they enable the researcher 

to interpret and understand the data. Once all the data had been collated, the researcher 

shared the results with a senior lecturer in the mathematical statistics and actuarial 

science department. This lecturer assisted the researcher to analyse the data. The 
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researcher also supplied the statistician with an Excel spreadsheet, on which the 

researcher indicated which questions in the survey related to the research questions 

indicated in Section 1.3.1. 

The researcher used pie charts and bar charts to present, interpret and analyse the data 

gathered from the online survey. When using questionnaires or surveys, different 

variables are elicited. The researcher used a Likert scale that allowed the researcher to 

generate an ordinal variable. Ordinal variables have categories that will allow the 

researcher to rank responses in order of magnitude, though it does not mean that the 

categories are equal (Bell et al., 2018). Bell et al. (2018) define ordinal variables as 

variables that have more than one category, and they state that the variables can be 

ordered or ranked. Once the researcher had collected all the data, the researcher 

analysed the data to identify and note the responses to the different questions in the 

survey. Once this had been done, the researcher populated the outcomes into a Excel 

spreadsheet, so that the charts could be created. 

Analysis was performed through box plots. Lewandowski and Bolt (2010) explains that a 

box plot, also known as a schematic plot or box-and-whiskers plot, is a method for 

interpreting and summarising tabled data. A box plot can be used to visualise the patterns 

that have been identified, that would otherwise be hidden in the data set. A number of 

properties are useful in exploratory data analysis techniques, namely, that they can 

emphasize the visual displays that can highlight the landmarks of the data; secondly, the 

statistical measures that are resistant to the data values that could impact the analysis, 

and lastly, there can be presumptions of the data. 

The third data analysis method used is calculation of averages. According to Cao (2021), 

the mean is a statistical tool that is often used in research to show the concentrative trend 

of a group of data. The mean is shown through an average score. The average score is 

calculated by adding all the scores and dividing it by the number of responses. 
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One of the last methods the researcher used to analyse the research is Pearson 

correlation (Nettleton, 2014). Pearson correlation determines how strong the relationship 

is between two variables, and their association with each other (Nettleton, 2014). The 

Pearson method assigns a value between -1 to 1, where 0 is no correlation, 1 is a total 

positive correlation and -1 is total negative correlation (Nettleton, 2014). Any result above 

0 indicates that a significant and positive relationship exists between two variables 

(Nettleton, 2014). Thus, when the value for one of the two variables increase, then the 

second variable will also increase. When the value of the correlation is negative, it means 

the value for the first variable increases while the second variable decreases. The 

researcher linked variables from the questionnaire to investigate the impact they have on 

one another. Doing so enabled the researcher to determine the relationships between 

leadership effectiveness and the use of leadership tools, leadership effectiveness and the 

communication tools being used in a virtual environment. 

The statistician supplied the researcher with a detailed report on the data gathered 

through the online virtual survey for the above data analysis methods. The researcher 

reviewed the detailed report and only highlighted the significant data as part of the data 

analysis. This data will be reported on in Chapter 4. 

3.6 ETHICAL CONSIDERATIONS 

Ethics is the discipline that is concerned with what is the right or wrong way of doing things 

(Singer, 2019). Research ethics is of vital importance because doing ethical research, 

• Encourages collaborative values; 

• Ensures researchers take responsibility for their actions; and 

• Maintains research integrity and trustworthiness. 
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The following ethical considerations were adhered to in this study. 

3.6.1 Obtaining permission  

One of the ethical considerations that researchers frequently neglect is obtaining written 

permission from the business to undertake the research (Greener, 2008). Written 

permission was firstly obtained from the University of the Free state to conduct the study. 

Written permission was obtained from the Bank once the research topic had been 

finalised. Written permission was obtained from the head of the IT department and the 

human resources business partner. 

3.6.2 Obtaining informed consent 

Informed consent refers to all parties involved knowing exactly what the benefits and risks 

are of the study they will participate in (Smith, 2003). Informed consent means that all the 

participants are fully informed about the research process. Arifin (2018) suggests that 

respondents should be able to give their consent to participate in the research freely after 

receiving detailed information on what will be expected of them. Arifin further explains 

that the participants must be competent to give their consent. Participation in the survey 

via the online platform was voluntary for employees of the IT department. The researcher 

attached the informed consent form to email that contained the survey. The participants 

had to agree or disagree to the informed consent. Only participants who agreed to the 

informed consent completed the online survey. 

3.6.3 Voluntary consent 

Manti and Licari (2018) define voluntary consent as a subject’s voluntarily confirmation of 

willingness to participate in research. The researcher must inform the participants about 

the research and make sure that they fully understand the information (Arifin, 2018). The 

participants must be able to decide on their own if they want to participate in the research 

or not (Arifin, 2018). Participants must be made aware that they may withdraw their 

participation at any stage during the research (Arifin, 2018). All respondents had the 
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ability to freely decide if they wanted to form part of the research, and were not forced to 

form part of the research. Thus, once they received the online survey, they were able to 

decide if they want to participate or not. 

3.6.4 Anonymity and confidentiality 

Greener (2008) cautions that a researcher should always ensure respondents’ 

confidentiality and anonymity during the research process by ensuring that the survey is 

used only as part of the research, and identifying information of respondents are 

obscured, thus, ensuring anonymity. Confidentiality means information that can be linked 

to a specific person is not available and cannot be accessed by a third party (Arifin, 2018).  

The survey data was handled confidentially. All participants were able to respond to the 

survey anonymously. When they logged in to the survey on the online platform, the 

respondents were not required to enter their names, so they remained anonymous. The 

researcher had the responsibility of ensuring that all the respondents’ information was 

preserved and was not revealed during the data collection, data analysis and the reporting 

of the findings of the research. Furthermore, to protect the organization where the 

research was conducted, this research document was anonymized. 

3.6.5 Avoidance of harm 

Harm does not only refer to physical harm, but also psychological harm. Harm could refer 

to negative effects on self-esteem, stress, harm to someone’s career prospects, now or 

in the future. Harm to any respondents who take part in research is not acceptable (Bell 

et al., 2018). No harm came to those who participated in the survey (Arifin, 2018). 

3.6.6 Conflict of interest  

Bell et al. (2018) refer to the potential to influence the manner in which research is defined 

and the method the results are presented by the affiliations, such as funding, that the 

researcher may have. When there is a source that wants the results for a specific purpose, 
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it could lead to ethical implications. There was conflict of interest for the researcher, in the 

sense that the Bank requested to use the data from the survey to analyse the leadership 

effectiveness of the IT department. This means that the researcher had to ensure that the 

confidentiality of the participants is held at all times when sharing the data with the Bank. 

3.6.7 Risk–benefit ratio  

The risk–benefit ratio refers to the magnitude of the benefit and the harms related to a 

research project. The researcher informed the participants of the risk that the leaders of 

the IT department could require access to the results of the study. The participants were 

also informed of the benefits the study could have, namely that, 

• Leaders would utilise the results of the study to improve leadership effectiveness; 

and 

• Leaders would know what the areas of improvement are to achieve leadership 

effectiveness. 

No respondents were harmed or faced any undue risk during this research. 

3.7 CONCLUSION  

By following the research methodology stages set out above, the researcher was guided 

in collating the correct data and to do an informed analysis of leadership effectiveness. 

The researcher used a quantitative research method and ensured that the respondents 

were aware that they were able to be excused from the research at any time. The 

collection of the data was done through an online survey that allowed the respondents to 

remain anonymous. This method also enabled the researcher to transform the data into 

graphs. The respondents were able to indicate if they agreed or disagreed to participate 

in the survey, thereby ensuring voluntary participation. 
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CHAPTER 4: DATA ANALYSIS AND INTERPRETATION 

4.1 INTRODUCTION 

The data were collected through an online survey, and the researcher was able to extract 

the useful information that is buried within the data for analysis and interpretation. Data 

analysis is the process of performing certain calculations and evaluations on the data that 

had been collected (Bell et al., 2018). Therefore, analysis of data involves organizing data 

in a proper way (Bell et al., 2018). This chapter will give clarity about the data that the 

researcher analysed from the online surveys that had been completed by respondents. 

The data that were collected relates to the issue of leadership effectiveness in a virtual 

environment. The researcher will present the data as graphs, correlations and box plots. 

4.2 RESPONSE RATE  

To collect the data, the researcher sent out a total number of 150 surveys to all the 

permanent employees of the IT department at the Bank. The response rate is the number 

of employees who agreed to be part of the research (Figure 4.1). 

 

Figure 4.1: Online survey response rate 

A total number of 150 online surveys were distributed for this research. All the online 

surveys were completed by the respondents. The researcher attended all the team 

100%

Online Survey Response Rates

Responded No Response
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meetings to request employees to participate in the survey and regularly sent reminders 

for employees to complete the survey. All the data were analysed based on the research 

objectives and research questions provided in Chapter 1. Figure 4.1 shows that 100% of 

the participants responded and that there were no respondents who did not participate in 

the survey. 

4.3 ANALYSIS OF BIOGRAPHICAL DATA 

In the online survey, the respondents were presented with a list of questions that related 

to biographical data. The respondents’ responses formed the basis of the analysis and 

the interpretation of the data.  

4.3.1 Years employed at the organization 

 

Figure 4.2: How long have you been with the company? 

Most of the permanent employees of the IT department were fairly new employees of the 

Bank, because 69% of the employees had been with the Bank for 10 years or less, and 

of that 69%, 37% of employees had been with the Bank 5 years or less. Figure 4.2 shows 

that 1% of employees had been with the company for more than 20 years, and 9% of 

employees had been with the company for 16 to 20 years. Figure 4.2 also indicates that 

21% of the employees had been with the company for 11 to 15 years.  
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The data in Figure 4.2 does not mean that the employees had worked in the IT department 

for all the years they had been employed by the Bank. More than 50% of the employees 

had been working for the Bank for no more than 10 years.  

4.3.2 Age 

 

Figure 4.3: What is your age? 

A couple of respondents (1%) of respondents did not answer this question in the online 

survey. Only 1% of the respondents were aged 61 to 65 years, and 13% were aged 51 to 

60 years. Figure 4.3 indicates that 17% of the respondents were aged 20 to 30 years, 

35% were aged 31 to 40 years, and 33% of the respondents reported being between the 

ages of 41 and 50 years. This indicates that employees between the ages of 31 and 50 

years form the core of the IT department.  

4.4 ANALYSIS AND INTERPRETATION OF DATA ON LEADERSHIP 
EFFECTIVENESS IN A VIRTUAL ENVIRONMENT AT THE IT 
DEPARTMENT OF A SOUTH AFRICAN BANK 

In the online survey, the researcher posed questions about leadership effectiveness in 

the IT department of a particular South African Bank. The responses allowed the 

researcher to do analysis and interpretation.  
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Table 4.1: Numerical summary per question 

Question Mean Description 

1 2.060 How long have you been with the Company? 

2 2.450 What is your Age? 

3 3.197 In terms of the overall quantity of communication between yourself and 
your VTL(current line manager), how would you rate this in terms of 
quantity? 

4 3.209 When you have required important information about the virtual team 
project, your VTL (current line manager) has communicated this 
information? 

5 3.387 In terms of the regularity of communication with your VTL(current line 
manager), how would you rate this? 

6 3.378 In terms of the quality of the communication between you and your 
VTL(current line manager), how would you rate this 

7 3.514 When there are important changes/news concerning the project, your 
VTL(current line manager) communicated these changes 

8 3.720 When you had important questions about the project, your VTL(current line 
manager) responded: 

9 3.707 I feel very confident about the skills of my VTL(current line manager) 

10 3.633 My VTL(current line manager) had much knowledge about the team 
projects 

11 3.633 My VTL(current line manager) has specialized capabilities that helped 
increase our performance 

12 3.693 My VTL(current line manager) showed a great deal of integrity 

13 3.591 I could rely on my VTL(current line manager) 

14 3.653 Overall, my VTL(current line manager) was very trustworthy 

15 3.624 My VTL(current line manager) was usually considerate of my opinions and 
ideas 

16 3.758 My VTL(current line manager) was friendly 

17 3.648 I have confidence in my VTL(current line manager) 
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Question Mean Description 

18 3.671 My VTL(current line manager) was usually considerate of my feelings 

19 3.667 To what extent were you satisfied with - Your sense of belonging to the 
virtual team 

20 2.693 To what extent were the following means of communication employed on 
projects: EMAIL 

21 4.287 To what extent were the following means of communication employed on 
projects: Web collaboration tools 

22 3.913 I knew what my responsibilities were on this virtual team 

23 3.893 I knew what was expected of me on this virtual team 

24 3.860 I felt I had sufficient time to fulfil my responsibilities on this virtual team 

25 3.667 He/She exerted influence in the virtual team 

26 3.587 He/She ensured that I met short-term stated goals 

27 3.544 He/She ensured that I met long-term stated goals 

28 3.503 He/She clarified my priorities and directions 

29 3.376 He/She anticipated work flow problems and avoided crisis 

30 3.221 He/She brought a sense of order into my work 

31 3.193 He/She surfaced key differences among team members and then worked 
to participatively solve them 

32 3.507 He/She encouraged participative decision making 

33 3.633 He/She showed empathy and concern in dealing with me 

34 3.627 He/She treated me in a sensitive caring way 

35 3.607 My virtual team project leaders (current line manager) performance was: 

36 3.567 My virtual team project leader’s(current line manager) performance as a 
role model was 

37 3.540 My assessment of my project leader’s (current line manager) managerial 
success is: 
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The question, “To what extent were the following means of communication employed on 

projects: Web collaboration tools?” (Question 21) has the highest mean, namely 4.287. 

The question that has the lowest mean is the question, “To what extent were the following 

means of communication employed on projects: EMAIL” (Question 20) (see Table 4.1). 

Question 20 has a mean of 2.693. Figure 4.5 also indicates that at least 50% of 

respondents selected Option 2 in response to Question 20. This means that, when they 

work in a virtual environment, the employees of the IT department use web collaboration 

tools to communicate about the project, rather than using email as a method. This was 

confirmed by the data analysis illustrated by a bar graph in Figure 4.4 and box plot in 

Figure 4.5. 

 

Figure 4.4: Question 21: To what extent were the following means of communication 

employed on projects: Web collaboration tools? 

In total 49% of respondents reported that they used web collaboration tools as a means 

of communication on projects; only 10% respondents said that they never used web 

collaboration tools to communicate on projects (Figure 4.4). This shows that, whilst 

working in a virtual environment, the team used web collaboration tools mostly to 

communicate regarding the projects they were working on. In Section 2.3, the literature 
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revealed that, in a virtual environment, advanced technologies (Microsoft Teams and 

Skype, as mentioned in Chapter 1) assist employees to be linked to each other and to 

communicate. Employees are able to maintain the quality and quantity of their 

communication at a high level due to the web collaboration tools available to them. This 

indicates that the employees are used to using the web collaboration tools. 

The question with the second highest mean is, “I knew what my responsibilities were on 

this virtual team” (Question 22). The mean is 3.913, as indicated in Table 4.1. This 

indicates that most of the employees of the IT department were clear on what they needed 

to do while working in the virtual team. In Section 2.7, the literature reported that roles 

and responsibilities have to be made clear by the manager through communication; doing 

so provides role clarity for employees. In the box plot analysis, Figure 4.5, it can be seen 

that at least 50% of the respondents selected a 4 in response to Question 22. This shows 

that most of the respondents believed that they knew what their responsibilities were in 

the virtual team (Question 22). This also demonstrates that the leader clearly 

communicated what the responsibilities were for the different team members. This 

enables team members to be enabled to do their work, as indicated in Section 2.7 by 

Kayworth and Leidner. 

The question with the third highest mean is “I knew what was expected of me on this 

virtual team” (Question 23), as indicated in Table 4.1. In Section 2.7, it was reported that 

Kayworth and Leidner recommend that a virtual leader provides employees with a clear, 

detailed picture of the tasks they have to complete. This enables team members to be 

clear on what exactly is expected from them. For Question 23, “Employees know what is 

expected from them in the virtual team”, more than 50% responded with a 4, as indicated 

in Figure 4.5. This is an indication that the communication from the leader was clear and 

gave them the clarity they needed to know exactly what they needed to do.  
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Figure 4.5: Box plot analysis 

 

Figure 4.6: First set of correlation coefficient between questions asked of respondents 
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Figure 4.6 illustrates the strength of the relationship between the responses to questions 

that were posed to the respondents. It was explained in Section 3.5 that a value between 

-1 and 1 is assigned to indicate the strength of the correlation. The closer the value is to 

1, the stronger the relationship – this is indicated by the different shades of blue: the 

darker the blue, the stronger the correlation. When the result is closer to -1, then there is 

a negative correlation. For this research, there was no correlation that was closer to -1 

(which would have been indicated by a red colour).  

The respondents were asked what the “quality of the communication with their manager“ 

was (Question 6). Figure 4.6 shows that Question 6 had a high 0.7 correlation with 

Question 26. Question 26 asked whether the manager ensured that employees met their 

short-term goals. This confirms what the literature revealed, namely that a leader must 

assist in ensuring that employees achieve their goals. One way of assisting employees is 

through communication that gives clear direction and guidance. Through clear 

communication, the leader assists employees and provides clarity about their roles, so 

that they are able to achieve their goals. 

Question 6 also had a relatively high correlation of 0.6 with Question 28. Question 28 

asked respondents if their managers clarified their priorities and direction. The literature 

reported in Section 2.7 recommends that managers communicate with employees to give 

them clear direction about the completion of their work. The data indicates that, through 

the clear communication between the employees and leaders, employees receive the 

directions needed to be able to achieve their objectives. Employees require clear 

direction, so that they can successfully achieve their short and long-term objectives. 

The literature indicates that a leader should play a key role in the relationship between 

staff members, to create an environment that is conducive for the employees to learn and 

grow. However, Figure 4.7 (Question 31) indicates that 25% of respondents believed that 

the manager did not work to resolve differences among team members. Figure 4.7 

(Question 31) shows that only 38% of respondents were of the opinion that the manager 

surfaced key differences and worked to resolve them, while 31% did not feel strongly in 
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response to this question. Employees want the differences between them to be 

addressed, so that the work environment is healthy. When differences are not addressed, 

it can hinder employees’ performance, which can lead to employees failing to achieve 

their goals and objectives. As a facilitator (Section 2.8), a leader should facilitate the 

communication between team members to address the differences being experienced. 

 

Figure 4.7:Question:31 He/She surfaced key differences among team members and 

then worked to participatively solve them 

Question 14 asked the respondents to rate the overall trustworthiness of their virtual team 

leader. Trustworthiness contributes to an environment of trust and belonging by the team. 

Trust is an important aspect in a virtual environment, as discussed in Chapter 2. 

Considering Figure 4.8, there was a high percentage of employees that felt that their 

virtual team leader is very trustworthy. However, the data also shows that more than a 

third of the employees do not feel as strongly about the team leaders trustworthiness. 

This shows that trustworthiness is a potential area of development for the virtual team 

leader.  
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Figure 4.8: Question 14: Overall, my VTL was very trustworthy 

In response to a question if their manager anticipated workflow problems and avoided 

crises (Question 29), 34% of the respondents did not express a strong response. In total 

16% of respondents chose a negative response to the Question 29, as shown in Figure 

4.9. The literature shared in Section 2.7 indicates that a manager must be able to assist 

with problem-solving in the team, to ensure that the team is more efficient. The literature 

also reveals that a servant leader must be able to foresee an outcome of a specific 

situation (Section 2.11). By addressing the problem at an early stage, team members can 

work in an environment where members are able to work together. This will also lead to 

improved teamwork and teams achieving goals and objectives. 
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Figure 4.9: Question 29: He/She anticipated workflow problems and avoided crises 

Respondents were asked if the manager brought a sense of order to their work. The 

responses have a mean of 3.221, as indicated in Table 4.1. According to Figure 4.10 

(Question 30), 33% did not feel strongly that their manager brought order to their work, 

while 24% of the respondents said the manager did not bring order to their work. As a 

facilitator, as indicated in Section 2.8, a manager must assist to bring focus and structure 

to their team members’ work. By bringing order to employees’ work, employees will be 

assisted to achieve their short and long-term goals. The managers in the IT department 

need to focus on bringing a greater sense of order to the employees’ work. 
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Figure 4.10: Question 30: He/She brought a sense of order into my work 

Question 17 (“I have confidence in my VTL (current line manager)”) has a 0.8 correlation 

with Question 13 (“I could rely on my VTL (current line manager)”), as shown in Figure 

4.11. This high correlation indicates that the manager was someone they could rely on, 

and that was part of the reason why respondents had such a high level of confidence in 

their manager. Question 17 had a 0.7 correlation with Question 14 (“Overall, my VTL 

(current line manager) was very trustworthy”). The questions posed to the respondents 

related to the trust that they had in their manager, and whether the manager was open to 

their ideas and opinions. The literature reports that authentic leaders cultivate trust 

between leaders and employees (Section 2.10). When employees experience trust, it 

leads to the employees feeling supported and then employees will, in turn, support their 

leaders to achieve team goals and objectives. This trust is needed for the team members 

to not only achieve their individual objectives. but also to achieve team objectives and 

goals. 
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Figure 4.11: Second set of correlation coefficients between questions asked of 

respondents 

The responses were positive due to the trustworthiness between the team members and 

the leaders. By having trust in their leader, employees have confidence in their leader to 

guide them through the challenges that they experience when working in a virtual 

environment. This trust also shows that team members believe their leaders will support 

them in achieving their goals and objectives. 

The researcher asked the respondents questions relating to Research Question 2 

(“Which leadership behaviours has an influence on employee performance in a virtual 

environment at the IT department at a Bank?”). Figure 4.12 indicates that, of the 23 

questions relating to Research Question 2, 50% of the respondents responded very 

positively to 19 (of 23) questions posed to them in this regard. This indicates that the 

leaders displayed leadership behaviours that influence performance positively in the 

virtual environment at the IT department of the particular South African bank.  
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Figure 4.12: Questions in relation to Research Question 2 

The respondents were asked questions in relation to Research Question 3 (“What 

leadership tools are available to achieve leadership effectiveness in a virtual environment 

at the IT department at a Bank?”). Figure 4.13 indicates that, of the 21 questions posed 

to the respondents relating to Research Question 3, 50% of the respondents responded 

very positively to 18 (of the 21) questions posed to them. These questions relate to 

characteristics of leadership styles that leaders can use for leadership effectiveness. For 

18 of these questions, 50% of the respondents responded with a 4.  

 



51 

 

 

Figure 4.13: Questions in relation to Research Question 3 

Both Figures 4.12 and 4.13 highlight potential areas of improvement for the virtual team 

leaders at the IT department of the particular South African Bank, which were discussed 

earlier in this chapter. 

4.5 CONCLUSION 

The data provided in the virtual survey assisted the researcher to do an in-depth analysis 

of the leadership effectiveness of the IT department at a particular South African bank. 

Chapter 4 detailed the analysis and interpretation of the data. Respondents responded 

positively to most of the questions that were posed. Table 4.1 indicates that the highest 

mean was achieved for the question relating to the web collaboration tool that the 

employees utilised to communicate about their projects in the virtual environment. It was 

also indicated that employees no longer use email much as a tool of communicating about 

their projects. Communication is vital in a virtual environment and the data revealed that 

the team’s quality and quantity of communication was positive. It transpired that 

employees had high levels of trust and confidence in their leaders.  
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To be an effective virtual leader, the leader should bring a sense of order to the 

employees’ work. The researcher found that respondents were of the opinion that not 

much order is brought to their work by their leaders. The researcher also found that the 

leaders did not always anticipate problems and avoid crises. Lastly, the researcher found 

that the leaders did not always anticipate workflow problems, or work participatively to 

resolve them. In Chapter 5, the researcher will present the conclusions and 

recommendations of this study. 
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CHAPTER 5: CONCLUSIONS AND RECOMMENDATIONS 

5.1 INTRODUCTION 

In Chapter 1, the researcher provided the background, objectives, and research questions 

relating to this study. In Chapter 2, the researcher referred to literature relating to the 

study and, in Chapter 3, the research methodology was shared. An online survey was 

distributed to respondents as part of the quantitative research method that was employed 

to collect data required for the data analysis, which was completed in Chapter 4. Chapter 

4 provided the researcher with a clear view on what aspects of leadership effectiveness 

was functioning well and which aspects require improvement in a virtual environment. By 

focussing on the areas of improvement, the organization will be assisted to achieve their 

goals and objectives. In this chapter, the researcher will give a summary of the findings 

of the research that was conducted at the IT department of a particular a South African 

bank. Recommendations will also be shared, as will recommendations for actions the IT 

department can take to improve leadership effectiveness. 

5.2 CONCLUSIONS 

In Chapter 1, the primary objective of this research was stated as to identify leadership 

tools to achieve leadership effectiveness in a virtual environment at the IT department at 

a South African bank. In Chapter 2, the researcher discussed leadership styles that 

leaders can use to be effective in a virtual environment. This research also assisted in 

identifying behaviours that leaders display that correspond with particular leadership 

styles and which that need improvement in a virtual environment. The three leadership 

styles that the researcher indicated that could result in leadership effectiveness in a virtual 

environment were transformational leadership, servant leadership and authentic 

leadership. The researcher concluded that these leadership styles do not have to be 

applied in isolation, but that all three can be used simultaneously. 
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The first secondary objective was to contextualize a virtual environment in the banking 

industry. In Chapter 2, the researcher reported that a team could have a good level of 

employee satisfaction when working virtually in a banking environment. A virtual 

environment means there are no geographic and time barriers, therefore, employees are 

able to interact and complete tasks more timeously (Gupta & Pathak, 2019). 

The second secondary objective was to provide an overview of leadership effectiveness 

in a virtual environment. According to Hao and Yazdanifard (2015), when employees have 

an effective leader they are able to fulfil their roles efficiently and work more effectively 

towards achieving their goals and objectives. Working virtually comes with its challenges, 

but if a leader fulfils the basic roles and tasks for an effective virtual leader, as explained 

by the literature, it will assist leaders on their journey to being effective. A leader will then 

be able to fully enjoy the advantages of working in a virtual environment. 

The third secondary objective was to analyse the leadership effectiveness in a virtual 

environment at the IT department of a South African bank. In Chapter 4, the results of an 

online survey that had been completed by the respondents were presented. In total 150 

online surveys had been completed by IT department employees. They reported, as 

indicated by the mean in Table 4.1, that the IT department communicates about their 

projects mainly via web collaboration tools, and not as much via email.  

Table 4.1 (Questions 3 to 8) indicates that communication in the IT department is of good 

quality and quantity. Figure 4.8 shows that most employees trust their manager, even 

when working in a virtual environment. Figure 4.10 reveals that managers are not bringing 

order into all employees’ work, and when there are differences between the teams, virtual 

leaders do not work participatively to resolve the differences for all employees. The data 

also revealed that workflow problems are not always anticipated by the virtual leaders, 

and leaders do not always avoid crises, which employees then have to work through. 
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5.3 RECOMMENDATIONS 

The analysed data and interpretation done in Chapter 4 assisted the researcher to gain 

a clear view of the leadership effectiveness of the IT department at a particular South 

African bank. The following recommendations are made for the leaders to improve the 

leadership effectiveness at the IT department of a South African bank. 

5.3.1 Maintain existing communication  

In Chapter 4 it was clear that the quality and quantity of communication from the leaders 

at the IT department of a South African bank is sufficient. This contributed to the behaviour 

from the leaders being experienced as trustworthy by the employees at the IT department. 

The leaders should now aim to maintain the quality of communication between 

themselves and the employees, because communication contributes to the leadership 

effectiveness of the team. Continuing to communicate effectively will minimise 

communication challenges that the team could encounter in a virtual banking 

environment. Therefore, leaders must continue to keep employees informed and must 

continue communicating the latest information regarding their projects. The leaders’ 

communication will ensure that the IT department achieves its goals and objectives.  

5.3.2 Bring a sense of order to employees’ work 

In Chapter 2 (Section 2.7) the researcher shared how a leader is expected to give 

direction to the team, and should ensure that all their actions have a purpose and 

correspond with the overall objectives of the team. The research indicated that the leader 

plays the role of a coordinator for their team. A virtual leader has the role of creating 

structure and giving employees a clear view of what should be done (Section 2.7). By 

following these suggested guidelines, employees will feel that there is order in their work 

and that they work within a structure that is provided by the direction and guidance of their 

leader. This will not only assist in providing a sense of order, but will also contribute to the 

leadership effectiveness in the team. The leader can also use the example of the matrix 

(Section 2.13 and Annexure G) to assist them to bring order to the employees’ work. 
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Leaders can assist employees to develop their own matrix for reference. By reviewing the 

matrix daily, employees can ensure that they complete their tasks in time. In Section 2.7, 

the researcher shared that a leader should also play the role of a coordinator and bring 

order to their team members’ work by giving them clear direction and guidance. 

Therefore, the leader should focus on becoming a coordinator for their teams. 

5.3.3 Work participatively to resolve differences between employees 

In Chapter 4 it was indicated that communication within the IT department is effective. 

Effective communication is needed to resolve differences within teams. Chapter 2 

(Section 2.4) shared that, for a team to work as a single unit, they need a leader who is 

able to unify them. Section 2.8 also indicated that a leader plays the role of liaising 

between the team members. Powers (2018) shares that a virtual leader should have the 

ability to be a very skilful listener. The leader must actively work at listening to the 

feedback and concerns raised by team members and, once they have listened, they 

should find a way of resolving differences. Listening to employees’ concerns will enable 

the leader to understand their concerns. Once the understanding has been achieved, a 

leader will be able to show their authentic leadership characteristics (Section 2.10) to 

assist in resolving differences. In Chapter 2 (Section 2.8), the literature shared that a 

leader is likely to encounter challenges within the team, but that a leader can overcome 

this by being a barrier buster. The leader should remain in touch with their team members, 

so that the leader can identify when something is amiss. In Section 2.8, the research 

indicated that some barriers can be both seen and unseen. The leader should be alert to 

this, so that they can address both types. 

5.3.4 Conduct leadership styles training sessions 

According to Rodriques and Walters (2017), training and development will assist an 

organization and the employees to attain diverse goals, improve morale, provide a sense 

of security, and improve employee engagement and overall competencies necessary to 

enable employees and leaders to perform a particular job. Effective leadership styles are 
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crucial for the effective functioning of an organization. The Bank should contract 

professional trainers to train leaders on the important leadership styles shared by this 

study. The leaders of the IT department are already displaying some of these behaviours. 

However, adopting more of the good behaviours and characteristics of the leadership 

styles, as explained in Sections 2.9 to 2.11, will assist leaders to improve their leadership 

effectiveness in the virtual environment. Effective leaders can also work on strengthening 

their competencies, as set out in Section 2.8. 

5.4 LIMITATIONS OF THE STUDY 

When the COVID-19 pandemic started in 2020, and the employees started working 

remotely, it would have been the ideal time to measure leadership effectiveness, and then 

to compare those results with the current data results of this study. Doing so would have 

enabled the researcher to determine if there had been a significant change in the findings 

over the period of the pandemic. The second limitation faced by the researcher was that 

the research was done at only one bank in South Africa, and not at all banks in the African 

context. The third limitation is that the research was only conducted in the IT department, 

and not across the whole bank. 

5.5 CONCLUSION  

The objective of this research was to identify leadership tools that could promote 

leadership effectiveness in a virtual environment at the IT department of the Bank. By 

completing the study, the researcher was able to achieve the objective of this research 

and answer the research questions raised in Chapter 1. In Chapter 2, the researcher 

referred to the literature to discuss the tools that leaders can use to achieve leadership 

effectiveness in a virtual environment. In Chapter 3, the researcher shared the research 

methodology that was used to conduct the research. The data analysis that was 

presented in Chapter 4 assisted the researcher to determine the behaviours being applied 

by leaders in a virtual environment in the IT department of the Bank. The results of the 

analysis indicate that there are certain aspects of leadership effectiveness in the IT 
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department that are positive, though it also highlighted areas that require improvement. 

In this chapter, the researcher made recommendations of what can be done to improve 

the leadership effectiveness at the IT department of the Bank further. 
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Annexure F: Survey questions to research questions 

 

Survey Questions Research Questions it pertains to 

Interms of the overall quantity of communication 
between yourself and your VTL(current line manager), 
how would you rate this in terms of quantity? 

When you have required important information about 
the virtual team project, your VTL (current line manager) 
has communicated this information? 2,3

In terms of the regularity of communication with your 
VTL(current line manager), how would you rate this? 2

In terms of the quality of the communication between 
you and your VTL(current line manager), how would you 
rate this 2

When there are important changes/news concerning the 
project, your VTL(current line manager) communicated 
these changes 2,3

When you had important questions about the project, 
your VTL(current line manager) responded: 2

I feel very confident about the skills of my VTL(current 
line manager) 2,3

My VTL(current line manager) had much knowledge 
about the team projects 2

My VTL(current line manager) has specialized 
capabilities that helped increase our performance 2

My VTL(current line manager) showed a great deal of 
integrity 3

I could rely on my VTL(current line manager) 2,3

Overall, my VTL(current line manager) was very 
trustworthy 3

My VTL(current line manager) was usually considerate 
of my opinions and ideas 3

My VTL(current line manager) was friendly 3

I have confidence in my VTL(current line manager) 3

My VTL(current line manager) was usually considerate 
of my feelings 3

To what extent were you satisfied with - Your sense of 
belonging to the virtual team 2,3

To what extent were the following means of 
communication employed on projects: EMAIL 2

To what extent were the following means of 
communication employed on projects: Web 
collaboration tools 2

I knew what my responsibilities were on this virtual 
team 2

I knew what was expected of me on this virtual team 2

I felt I had sufficient time to fulfil my responsibilities on 
this virtual team 2 1 What does the literature reveal about Leadership effectiveness in a virtual environment?

He/She exerted influence in the virtual team 3

He/She ensured that I met short-term stated goals 2,3

He/She ensured that I met long-term stated goals 2,3 2 Which leadership behaviours has an influence on employee performance in a virtual

He/She clarified my priorities and directions 2,3 environment at the IT department at a Bank?

He/She anticipated work flow problems and avoided 
crisis 2,3 3 What leadership tools are available to achieve leadership effectiveness in a virtual

He/She brought a sense of order into my work 2,3 environment at the IT department at a Bank?

He/She surfaced key differences among team members 
and then worked to participatively solve them 2,3

He/She encouraged participative decision making 2,3

He/She showed empathy and concern in dealing with 
me 3

He/She treated me in a sensitive caring way 3

My virtual team project leaders (current line 
manager) performance was: 2

My virtual team project leader's(current line 
manager) performance as a role model was 2

My assessment of my project leader's (current line 
manager) managerial success is: 2
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Annexure G: Example of matrix 

 


