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National University’s Center for Hybrid and Virtual Organizations (CHVO) is a leading authority on hybrid and virtual learning and work environments, connecting research, practice, and innovation to shape the future of education and workforce success. CHVO also provides leadership development training to equip organizations with the strategies and skills needed to effectively lead hybrid and remote teams. For expert guidance, research-backed insights, and innovative resources to support your hybrid or virtual organization, please visit chvo.nu.edu.

Companion Resource: Download Our Free eBook

To further support your journey in hybrid and remote leadership, download our first ebook, Winning in the Virtual Workplace (https://www.amazon.com/dp/B0D11X2PB3), which serves as a practical companion to this book, offering actionable strategies and expert insights from leading voices on leadership in hybrid and remote work.
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Foreword: Learning Together in this New World


Mark David Milliron, PhD                President & CEO, National University





The book you’re about to enjoy is an exciting and important exercise in learning together. Indeed, the Center for Hybrid and Virtual Organizations (CHVO) at National University was created to bring together scholars and practitioners interested in better understanding and leading in our emerging organizational environments. There is good work to do to unpack what’s working, what’s not, and what’s ahead. 

I deeply connect with learning together for a host of reasons. One of the more prominent relates to the work I helped lead in co-founding Civitas Learning. Fourteen years ago, along with co-founders Charles Thornburgh and Laura Malcom, we helped build a company dedicated to helping higher education institutions make the most of the student stories hidden in the data being collected in their quickly expanding digital infrastructures. By leveraging the best of advanced analytics, data science, design thinking, and artificial intelligence, our mission was to help institutions nationally graduate a “Million More” students. 

We named the company Civitas Learning because in Latin it translates to a community learning together. Our strategy was to bring together a dedicated group of institutions and educators committed to embracing these new tools, technologies, and techniques in the new and emerging data-rich world of education. Our goal was to bring to educators and students the infrastructure and tools for them to become their own “student success scientists”, helping more students learn well and cross their commencement stage with credentials arming them to thrive on the road ahead. 

What happened next was special. Institutions rallied to the cause and began sharing with each other the steps on the journey. They learned about how to build powerful predictive models; to build applications that supported faculty, administrators, advisors, and students; to test emerging student-success strategies; and to better design pathways to and through their institutions. Some things worked, some things didn’t—but that was the point. We were there to learn together about how to not just survive but thrive on the road ahead. 

Enter CHVO. What’s special about this second CHVO book and the case studies within, is that the authors are also pulling together a broad community to shine a light on what’s happening, ask hard questions, build models of promise, and advance practice that can make a difference. 

We invite you to be a part of this community learning together because, like Civitas Learning, this work matters. Organizations are making choices and sometimes sweeping changes, and we’re still in the earliest of days. Coming out of the pandemic, our tools, technologies, and techniques have exploded with possibilities to organize work and workplaces differently. There are serious implications for the impact on outcomes, quality of workplace culture, work-life balance, and even mental health. Put simply, there are no easy answers, and we all have a lot at stake as this learning comes together.

So, let’s roll up our sleeves and get to work! 








  
  

Introduction


Melody Rawlings, EdD and                                                                      John Frame, DPhil






While our first book, Winning in the Virtual Workplace, provided insights and strategies to help leaders thrive in remote and hybrid environments, this book brings these concepts to life through case studies. It shows how leaders and managers across industries navigate challenges of remote and hybrid work, exploring real-world scenarios so you can learn from industry leaders and enhance your own virtual leadership skills.

Leadership for a New World, like our first book, follows the structure of the Virtual Leadership Framework (see Figure 1). Each case in the book is aligned with a component of the framework. 

This framework, developed by colleagues at the Center for Hybrid and Virtual Organizations, serves as a foundation for understanding and analyzing effective leadership in hybrid and virtual settings.1 The framework consists of six interconnected components: Emotional Intelligence, Communication, Engagement, Accountability, Human Capital, and Continuous Improvement. As seen in Figure 1, Emotional Intelligence is at the center of the framework, serving as the foundation for the other components.


[image: Figure 1: The Virtual Leadership Framework]
Figure 1: The Virtual Leadership Framework


Each of the six components of the framework is briefly described below.
Emotional Intelligence
Emotional Intelligence is central to the Virtual Leadership Framework and is critical to leadership effectiveness. Leaders with high emotional intelligence understand and manage their own emotions while recognizing and responding to the emotions of others. This allows them to thoughtfully manage interpersonal relationships, build trust, and foster a supportive team environment. In remote settings, leaders must be especially attentive to emotional cues and signals, identifying potential challenges early and adapting communication to meet the needs of their team.
Communication
Effective communication is essential in virtual organizations. Leaders must carefully consider both formal and informal communication, as virtual employees and stakeholders depend heavily on electronic interactions. Practicing netiquette, the demonstration of courtesy and respect in online interactions, is vital for building a positive team culture. Establishing clear communication guidelines and strategies helps prevent misunderstandings and promotes collaboration, transparency, and efficiency.
Engagement
Promoting engagement, trust, and dedication is key to a productive and motivated virtual workforce. Leaders can foster engagement by conducting consistent check-ins, creating opportunities for social interaction, building a sense of community, and ensuring that all voices are heard and valued. By intentionally cultivating engagement, leaders strengthen team cohesion and create an environment where employees feel invested in organizational success.
Accountability
Accountability is crucial in virtual teams. Leaders establish accountability by defining clear goals, expectations, and performance metrics while ensuring that policies and procedures are transparent. Presence and accessibility are equally important; leaders must be available to guide their teams, monitor progress, and provide support as needed. This visibility reassures employees that the leader is committed to their success and the team’s objectives.
Human Capital
Human Capital refers to the unique strengths, skills, and attributes that employees bring to the organization. Leaders leverage human capital by recognizing talent, supporting professional development, promoting inclusivity, and balancing work-life considerations. Maximizing human capital requires understanding individual contributions while aligning them with team and organizational goals.
Continuous Improvement
Continuous Improvement involves the ongoing effort to refine processes, enhance services, and strengthen organizational performance. This includes adopting an approach that emphasizes strengths, recognizing accomplishments, and learning from setbacks. Leaders also focus on change management, risk mitigation, and business continuity, ensuring that their teams remain resilient and adaptable in the face of challenges.

Altogether, these six components (Emotional Intelligence, Communication, Engagement, Accountability, Human Capital, and Continuous Improvement) make up the Virtual Leadership Framework, providing a model for understanding and analyzing effective leadership in hybrid and remote settings. This book is organized so that each case study aligns with a specific component of the framework, demonstrating how leaders navigate that element in a real-world scenario.

Building on our first book, Winning in the Virtual Workplace, this book offers actionable insights that we hope you can apply to your own remote or hybrid team, supporting you in your role as an effective leader building an engaged and high-performing team. 

As authors of this Introduction, we wish to note, in the interest of transparency, that artificial intelligence tools have been used in the preparation of this section and may also have been employed in other sections of this volume, including in the development and wording of case studies. All content has been reviewed through the standard editorial process. Some of the cases in this collection are based on real organizations and leaders but have been anonymized to protect confidentiality, while others are entirely fictional. Any resemblance to actual people, living or deceased, or to real organizations, events, or circumstances is purely coincidental.  


      [image: ]This book includes eleven case studies spanning a number of topics relevant to hybrid and virtual work environments. In the first case, kicking off the theme of Emotional Intelligence, Melody Rawlings and Randee Sanders explore a company choosing a VP of product development from three internal candidates—each bringing different strengths in design, sales ambition, and emotional intelligence. This case highlights the challenge of balancing expertise, leadership style, and hybrid workplace culture in a strategic leadership decision.

Case 2 focuses on the theme of Communication, where Gleb Tsipursky writes about a law firm moving toward a hybrid work model by redefining its culture to build a more connected, resilient, and future-ready workplace. Case 3 also relates to the theme of Communication, with Kathy Richie exploring how a software company uses culturally aware virtual and hybrid teams to support its global expansion, emphasizing clear communication, cultural training, and strategic collaboration.

In cases 4 and 5, we turn a corner with Gary White and Maranda Johnson-Hartzog writing on the theme of Engagement. Gary explores how a consulting group navigates the shift to a fully virtual organization, addressing challenges in communication, trust, team cohesion, and performance management to build a strong virtual work culture. Maranda examines how a mid-sized technology company, after shifting to a hierarchical leadership model, faces declining employee engagement and must explore transformational leadership, better communication, and renewed autonomy to rebuild a culture of innovation and retention.

Moving into the theme of Accountability, in case 6, Stephanie Menefee explores how a tech startup, after shifting to a fully remote work model, faces declining accountability and morale and must adopt stronger virtual leadership practices, clearer expectations, and outcome-focused communication to rebuild engagement and productivity. In case 7, Lisa M. Harris and Christine Gehrke explore how moving to virtual work revealed leadership and accountability problems that hurt culture and performance, raising the question of whether training can repair the damage.

Shifting to the theme of Human Capital in case 8, Eugene Wilkerson and Rochelle L. Cason-Wilkerson explore a case study about a hospital that rapidly transitioned from in-person care to 100% telehealth during the pandemic and is now reassessing its approach after provider concerns about technology use and care quality. As leadership moves to reduce telehealth services back to 10%, the hospital faces rising staff attrition as employees leave for organizations that continue to support remote work flexibility. Continuing with the theme of Human Capital, case 9 by Shane Spraggs examines how a mid-sized software company operating fully remotely refined its virtual hiring and onboarding processes to improve engagement, retention, and new-hire integration.

Closing out the book in cases 10 and 11, Megan Dilley, Sunny Ziemer, and Emi Barresi write on the theme of Continuous Improvement. Megan and Sunny explore a case about a 600-person hybrid environmental technology company and how it prepares to hire a dedicated leader of remote work by evaluating its virtual operations and building a strategy to support this leadership role in managing a global hybrid workforce. Emi explores a case study of a global software company that used intentional team building, people-centric leadership, and collaborative technology to strengthen engagement, communication, and culture in a remote work environment. 

Together, these experts share lessons about leadership, culture, and teamwork in hybrid and virtual work environments. Leadership for a New World offers examples of what works—and what doesn’t—when organizations adapt to new ways of working. With that in mind, let’s turn the page and step into the first case.






1.
      Lubich, K. K., Rawlings, M., & Menefee, S. S. J. (2022). Emotional intelligence and virtual leadership: A framework and pathway forward. International Leadership Journal, 14(1), 77–86.
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Selecting an Emotionally Intelligent Leader in a Hybrid Tech Company 


Melody Rawlings, EdD and                                                Randee Sanders, DMgt





Mirage, a mid-sized company specializing in adaptive intelligence (AI), is facing an important decision in appointing a vice president of product development. The role is essential for driving innovation, expanding market presence, and maintaining the company’s hybrid-first workplace culture. When possible, the organization prioritizes internal promotion. The leadership team considers three internal candidates: Meredith, known for her reliability and impressive design results; Ben, an ambitious sales leader with impressive results but interpersonal challenges, particularly in hybrid settings; and Chris, a strategic thinker with high emotional intelligence (EI) and strong team loyalty who excels in the hybrid workplace. This case provides the opportunity for students to explore the complexities of leadership selection, balancing technical expertise, EI, and the ability to lead in a hybrid work culture to shape the future of Mirage. 

Introduction

Since its founding in 2007, Mirage has been at the forefront of adaptive intelligence (AI), delivering cutting-edge solutions that seamlessly blend data analytics, machine learning, and human-centric design. Initially, Mirage focused on tailored AI systems for healthcare and retail but quickly gained a reputation for creating intuitive systems that adapt to the needs of users. This early success laid the groundwork for Mirage’s evolution into a trusted AI partner for organizations across multiple sectors.

Today, Mirage operates as a mid-sized enterprise headquartered in Utah with satellite offices across the United States. Over the past three years, the company has experienced rapid growth, driven by the mainstream adoption of AI in enterprise operations. Mirage offers predictive analytics for supply chains and adaptive security platforms, serving a diverse clientele ranging from Fortune 500 companies to public-sector organizations.

The organization is proud of its hybrid-first workplace culture as a cornerstone of its success. Employees enjoy a foundation of flexibility, collaboration, and innovation, contributing to Mirage’s recognition for more than four years running as one of the best tech companies to work for. As the organization expands into new markets, it faces a critical decision: appointing a vice president of product development to steer its growth while upholding its innovative spirit.

This high-stakes decision requires careful consideration. The leadership team, CEO Janice, COO Marcus, and CFO Linda, recently met to discuss potential candidates for this important role.

The Leadership Debate

Janice understood that EI would be essential for the next vice president of product development, especially given the demands of leading in a hybrid-first environment, and she wanted to ensure the selected candidate possessed strong emotional insight and people skills. In preparation for the meeting with Marcus and Linda, Janice took time to revisit the fundamentals of EI and why it matters, especially in a hybrid workplace. She reviewed Daniel Goleman’s framework, which breaks EI into four key areas: self-awareness, self-regulation, relationship management, and social skills (Goleman, 2019). Janice also reviewed the Virtual Leadership Framework, which takes a multifaceted approach to leading virtual and hybrid teams in five key focus areas: communication, engagement, accountability, human capital, and continuous improvement. At the center of the framework is EI, which connects and strengthens each of the elements (Lubich, et al. 2022).

Janice knew it was no secret that leading and managing hybrid teams presents unique challenges that differ from traditional in-person teams. Lack of face-to-face interaction, limited informal conversations, and the difficulty of reading body language and nonverbal cues all make it harder to build trust and maintain cohesion. Given these realities, Janice believed it was more important than ever for leaders to possess a high level of EI. She saw EI as both a logical and practical framework for navigating the complexities of hybrid work because—despite differences in role, location, or background—people still share the same fundamental emotions, needs, and desires. Positive change can happen when leaders foster understanding, empathy, and collaboration. In particular, the EI components of self-awareness and self-management closely align with the values needed in a collaborative environment, such as concern for self and others, integration, inclusion, compromise, and communication (Cole et al., 2019). Leaders who demonstrate strong EI not only create more connected and engaged teams, but they also drive higher productivity and greater effectiveness in virtual and hybrid settings.

The trio gathered in Mirage’s conference room, where CEO Janice opened the discussion: “Thank you both for attending this important meeting. As we prepare to appoint a vice president of product development, I want us to put our cards on the table and discuss the candidates we each have in mind. This role is crucial, not only for product innovation, but also for leading our teams in a way that aligns with Mirage’s culture.”

CFO Linda leaned forward and responded, “For me, the best choice is Meredith, our Director of Product Design. She’s been with us for five years and has consistently delivered strong results. Meredith is meticulous, and while she occasionally misses deadlines, she always compensates with extra effort to meet expectations. Her work consistently exceeds standards, and she’s been vocal about wanting more responsibility. Meredith reminds me of myself when I was moving up the ranks—a steady, reliable leader with a proven track record.”

COO Marcus countered, “Linda, I respect Meredith’s contributions, but my choice is Ben, our Director of Sales. His numbers are undeniable; sales have increased 35–40% annually under his leadership. He has bold ideas for new products based on market trends and isn’t afraid to take risks. Yes, I’ve heard some complaints from his team about his lack of availability and empathy, but I believe those are issues he can overcome with coaching. Ben’s results-oriented mindset is exactly what we need to expand into new markets.”

Janice frowned in concern and responded, “Ben’s lack of emotional intelligence isn’t something to brush aside. We’ve seen firsthand how leadership gaps in that area can impact team trust, cohesion, and morale. Speaking of which, the person I believe is best suited for the role is Chris, our Director of Product Support for home security systems. Chris excels in adaptability and strategic thinking. He has consistently led his team to meet deliverables while maintaining a clear vision for the future. His ability to foster strong relationships is reflected in the lowest turnover rate in the company. Chris understands that leadership isn’t just about results; it’s about inspiring others to achieve them.”

Team Feedback Summary

To better inform their decision, the leadership team also reviewed anonymized feedback from team members across departments.


	Meredith was described as “extremely competent and detail-oriented,” but some noted she could be “hard to read” in remote settings, and she often “sticks to the task rather than checking in.”


	Ben’s team expressed mixed feelings. While they appreciated his “vision and drive,” several mentioned he “rarely asks how the team is doing.” One noted, “It feels like our input only matters if it supports his plan.”



	Chris received consistently positive comments. One team member shared, “Even when we work from home, he reaches out to check in—not just on work, but how we’re managing life. That really makes a difference.”





The Emotional Intelligence Factor

The debate grew more intense as each leader defended their pick. Linda emphasized Meredith’s steady reliability, highlighting an instance when Meredith’s thorough attention to detail saved a major product launch from potential failure. However, Linda also acknowledged that Meredith’s interactions with her team could sometimes come across as overly task focused. Linda explained, “In a hybrid work environment, it’s harder to get a read on how the team is doing. When one of her team members expressed the feeling of being overwhelmed during a tight deadline, Meredith reallocated tasks but didn’t check in on their well-being afterward, which is something that can easily be overlooked in a hybrid work environment in which face-to-face interactions are limited.”

Marcus argued for Ben’s bold vision despite his interpersonal shortcomings. He cited Ben’s successful leadership during a critical sales pitch when his market insights led to securing a lucrative contract. Marcus said, “Ben’s market instincts are exactly what we need, especially in today’s hybrid market. He knows where the opportunities are.” Yet, Marcus conceded that Ben’s team had voiced frustrations about his unavailability and lack of empathy. He acknowledged a time when Ben dismissed a team member’s concerns about a scheduling conflict, observing, “That kind of behavior can lead to frustration, especially in a hybrid setup where people aren’t in the same space to hash things out face to face.”

Janice, however, brought the conversation back to the role’s broader demands. “This role is about more than hitting targets,” Janice said firmly. “It’s about leading in a way that inspires trust and innovation, especially in a hybrid environment in which connection is even harder to maintain. Emotional intelligence is a non-negotiable quality. Ben’s numbers are impressive, but his team’s concerns about his availability and lack of empathy are red flags. A leader who struggles to connect with their team in both remote and in-person settings risks causing burnout and turnover—issues we can’t afford as we scale.” Janice then pointed to Chris as a standout candidate, offering a specific example of his EI in action: “When a team member faced a family emergency, Chris not only adjusted deadlines but also personally reached out to ensure they felt supported, even though we were working remotely part of the week. This kind of personal touch really matters in a hybrid setting. It’s not just about getting the job done; it’s about showing your team that you care about them as people, not just employees.”

Emotional Intelligence Snapshot

To underscore the significance of the decision, Janice shared a one-page framework with the leadership team, drawn from Goleman’s (2019) work, outlining the core domains of EI:


	Self-awareness is the ability to understand our own emotions that helps us to understand the emotions felt by others.


	Self-regulation comes from the part of our brain that gives us cognitive control, regulating attention, decision-making, voluntary action, reasoning, and flexibility when responding to a situation.


	Relationship management involves an ability to empathize and work collaboratively with others, understanding their feelings and perspectives.


	Social skills is the ability to understand, use, and manage your emotions in positive ways to reduce stress, communicate effectively, empathize with others, overcome challenges, and handle conflict. Social awareness is a challenging issue in the hybrid world with limited face-to-face interaction. Extra effort and creative ideas need to be explored to address this challenge. 





Janice said, “We need a leader who checks these boxes—not perfectly, but meaningfully.”

Marcus reluctantly agreed but countered, “I hear you, Janice, but those are teachable skills. You can’t teach someone to have Ben’s instinct for spotting market opportunities.”

Linda chimed in, “I agree emotional intelligence is important, but we also need someone who can deliver under pressure, especially in a hybrid environment. Meredith has demonstrated that time and again. She’s not flashy, but she’s reliable. When there’s a tight deadline, she delivers! Whether working in the office or remotely.”

Janice shook her head. “Reliability is valuable, but so is vision,” she said. “Chris brings both. He’s adaptable, forward-thinking, and genuinely cares about his team, which is always crucial, especially in a hybrid setting. That balance of emotional intelligence and strategic insight is what sets him apart.”

Scenario-Based Discussion

To assess the candidates’ leadership judgment, Janice proposed a hypothetical situation: “Imagine this: A hybrid team member misses multiple deadlines. Their work has declined, and their usual responsiveness has dropped off. It’s starting to affect project momentum. How would your candidate handle it?”

Linda responded first. “Meredith would definitely address the performance issue and realign expectations,” she said. “She’s task-focused, so she’d likely move straight into problem-solving. But she might overlook checking in on the why behind the drop in performance.”

Marcus chimed in, “Ben would likely schedule a quick check-in and push for a turnaround plan. He’s results-driven, so he’d be focused on getting things back on track fast. I just don’t know if he’d take the time to ask how the person is doing personally.”

Janice nodded and added, “Chris would recognize that something deeper might be going on. He’d approach the conversation with curiosity and empathy, asking open-ended questions to understand what’s behind the behavior before jumping into solutions. That kind of response not only solves the issue but also strengthens trust.”

The Path Forward

As the meeting concluded, it was clear that no single candidate had unanimous support. The three leaders agreed to gather additional insights, including feedback from peers and direct reports, before making a final decision.

Janice said, “We’ll reconvene in a week. In the meantime, let’s think about which candidate can not only do the job, but also lead most effectively in a hybrid environment, demonstrate emotional intelligence, and elevate Mirage’s culture and position as a leader in adaptive intelligence.”

The decision ahead would not only shape the company’s growth trajectory but also influence its ability to maintain a strong and emotionally aware culture built on collaboration and trust in a hybrid work setting. This capability is essential for sustaining long-term success in the evolving field of adaptive intelligence.
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Case Synopsis

The focus of this case is Mirage, a fast-growing AI company with a hybrid-first culture. Mirage is facing a crucial leadership decision. The CEO and leadership team are tasked with selecting a new vice president of product development from among three internal candidates. While each candidate offers strong technical skills and strategic vision, the case highlights the importance of EI in effective leadership. Key traits like empathy, adaptability, and authentic communication are crucial for leading in a hybrid environment and fostering    innovation, trust, and team cohesion, ultimately shaping the company’s future success.

The purpose of this case study is to help students understand the critical role EI plays in effective leadership within a hybrid organization. The case challenges students to develop the skills needed to assess candidates on not only technical qualifications but also their ability to foster trust, communication, and adaptability in a blended work environment. 

Learning Outcomes

By the end of this case, readers should be able to:


	Analyze the role of EI on leadership effectiveness within hybrid work environments.


	Evaluate how EI impacts team morale, productivity, and organizational culture in a hybrid setting.


	Identify strategies for selecting leaders with the EI required to succeed and foster collaboration in hybrid work environments.





Teaching Objectives


	Analyze the impact of EI on leadership effectiveness in hybrid work environments.


	Compare and contrast the strategic and interpersonal strengths of potential leaders in a hybrid workplace.


	Assess which leadership attributes best align with the operational and cultural demands of a hybrid-first, AI-driven organization.





Teaching Approach

Instructors and trainers can effectively utilize this case by grounding the discussion in Goleman’s (2019) model of EI, which includes self-awareness, self-regulation, relationship management, and social skills—a valuable lens for analyzing leadership effectiveness. The Virtual Leadership Framework (Lubich, et al., 2022) provides a foundation to emphasize EI through intentional communication, strategic relationship building, trust, adaptability, and emotionally intelligent leadership. By incorporating these core EI competencies, instructors can guide learners to explore how emotionally intelligent behaviors influence team dynamics, decision making, and virtual collaboration. This approach is adaptable across academic settings such as undergraduate and postgraduate courses, as well as organizational settings focused on professional development, and is suitable for in-person, online, or hybrid delivery.

Discussion Questions


	What are the potential short- and long-term impacts of prioritizing technical skills over EI in a leadership role within a hybrid workplace?


	How can EI influence team performance and retention in a hybrid workplace?


	Why should EI be considered in acquiring organizational leadership talent, whether through promotion or external hire? 


	What strategies can leaders use to develop their own EI and that of their teams?





Suggested Responses 


	In the short term, prioritization of technical skills may help achieve immediate results, but such prioritization may lead to communication gaps, lack of trust, miscommunication, and disengagement. In the long term, not prioritizing EI may lead to burnout, a decline in morale, and turnover, making it difficult to maintain a collaborative and innovative workplace. 


	Leaders with strong EI build trust, improve communication, and create an environment in which everyone’s voice is heard. This can lead to a higher level of employee engagement, stronger performance, and greater retention as employees feel supported, respected, and heard, especially in a hybrid work environment.


	Advancing ideals of EI should begin prior to acquiring talent, since the desire should be to have the type of people who know and understand gainful EI principles and who will share them with their team. Virtual team members may seek a level of independence unlike in a traditional office setting, and leaders with high levels of EI are more likely to recognize the intentional relationship building skills needed to engage hybrid and fully remote team members. Practicing EI is critical to the development of business continuity and competency and the efficient oversight of stakeholders, including upper management, hybrid, and virtual team members.


	Leaders can enhance their EI by focusing on self-awareness, actively seeking feedback, and engaging in self-reflection. To develop EI within their teams, leaders should foster an environment of open communication, prioritize active listening, and demonstrate empathy. Encouraging effective conflict resolution and creating opportunities for emotional growth will help strengthen both individual and team collaboration.





Activity 

Imagine you are part of the leadership team at Mirage. Using Goleman’s (2019) EI framework, evaluate each candidate’s strengths and potential risks. Based on the case, who would you recommend and why?

Bonus: Develop a brief leadership coaching plan for the candidate you do not choose. What EI skills would you prioritize?

Suggested Solution

Using Goleman’s (2019) EI framework, Chris demonstrates strong self-awareness, empathy, and social skills. He actively listens, builds trust, and supports his team’s emotional needs, making him well-suited for leading in a hybrid environment. Ben shows high motivation and adaptability, but he struggles with empathy and self-regulation, sometimes prioritizing results over relationships. Meredith is a confident visionary, but her limited emotional self-awareness and lack of sensitivity to team dynamics could undermine cohesion.

Based on these observations, Chris is the strongest candidate. His emotionally intelligent leadership style supports his team’s well-being, communication, and collaboration—key qualities needed to lead effectively in Mirage’s hybrid workplace.

Supplemental Resources

Bell, M., & Jackson, K. (2025). Emotional intelligence in leadership. www.mindtools.com/ax3ar6w/emotional-intelligence-in-leadership

Center for the Hybrid and Virtual Organizations
chvo.nu.edu
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