Ensuring the Health and
Performance of Remote
Staff at Babylon

“The single biggest reason clinicians stop working is stress and burnout. Our clinical
workforce is always going to be the heart of Babylon, and supporting their
well-being means they can offer the highest standard of care to patients.”
- Dr. Tejal Patel, Medical Director, Babylon

Babylon is one of the
world’s fastest-growing
digital healthcare
companies. Their goal is to flip the model from reactive
sick care to proactive healthcare, offering 24 million people
globally ongoing, always-on care. In environments as
diverse as the developed UK or developing Rwanda, urban
New York, or rural Missouri, for children on Medicaid, or
the elderly on Medicare, Babylon are leading the way by
combining a highly scalable, digital-first platform with high
quality, virtual clinical operations to provide integrated,
personalized healthcare.

increase in the number of GPs taking time off due to feelings
of being overwhelmed and stressed.
Tejal Patel, Medical Director at Babylon, reached out to
Levell to identify why clinicians were taking time off due to
stress, and how to ensure business performance and staff
health as the company established their future remote
work model.

In the first half of 2021 alone, Babylon
helped a patient every 5 seconds with
approximately 1.7 million AI interactions
and 1.3 million consultations.

But to achieve this, especially in a world affected by a
global pandemic, is incredibly difficult. However strong the
technology solutions underpinning Babylon’s approach,
it is the clinicians on the ground that gives them five-star
customer ratings, and 95% user retention.

The Risk of Burnout in
a Remote Workforce
Babylon’s work with Levell began prior to the pandemic, and
through the pandemic the need for Levell increased, and
became even more relevant.
The increased uncertainty and pressure presented a
variability in mood levels of staff working from home and an
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What activities could be correlated with feelings
of stress?
Were additional stressors being placed on clinicians’
work-life balance due to working from home?
Where did stressors originate and could they be caught
early, to reduce the impact on patients?
Was there a practical way to separate
company-wide triggers from individual stressors?
How could Babylon ensure performance and quality of
care on the days the clinicians are working?
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“We put Levell’s well-being measurement app at the heart of our
efforts to understand how all our staff feel and drive a better
clinician and employee experience.”
- Dr. Tejal Patel, Medical Director, Babylon

The Solution: A Deeper
Understanding of the Drivers
of Well-being at Work

The Result: Identification of
Stress Triggers, Underlying
Factors, and Solutions

Levell’s well-being measurement platform was designed
to plug a knowledge gap in the world of workplace
performance and health - how do you know exactly, in
real-time, how people are feeling?

From day one, many of the clinicians engaged with the
app. This made it easy for Tejal and the clinical team to
identify key trends and reasons why remote staff were
experiencing the signs of burnout.

How do you identify early signs of burnout?

By adopting the Levell app, Babylon was able to:

And how can you ensure that the actions you are taking in
the business are the ones needed to make a real change to
performance and health?
Key insights Babylon needed to explore were:
What proportion of clinicians are stressed,
frustrated and unhappy?

What did Babylon, or clinicians, need to fix to
enable the situation to improve?

Improve staff self-awareness of their stress triggers,
enabling them to keep on top of their own well-being
and organize their own support.
Give insights on the underlying factors, both positive
and negative, which were impacting well-being with the
app’s safe and anonymous feedback sharing features.
Implement efficient investments in critical work schedule
adjustments, training, and employee benefits that can
really drive change.
Give organizational leads the ability to flag workforcewide issues, so problems could be addressed precisely
and proactively.

What would sustain health and performance
over time?

Was the pandemic a key issue or were other factors
more important in determining levels of stress?

Levell was introduced as a quick and user-friendly way
to understand and measure the real issues that drive
disengagement, low performance, and burnout.
Clinical staff were all given Levell accounts that they
could access on any mobile phone, tablet, or computer.
With a comprehensive onboarding plan and a range of
online resources, clinicians were asked to check in daily,
sharing blockers and ideas as well as recording daily
levels of mood, calm, energy, and motivation, proven to be
the critical dimensions of well-being that indicate risk of
burnout or, conversely, of high performance.
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“Patterns in the data prompted us
to exchange ideas about work
patterns. This resulted in a change
in appointment setting patterns,
and we saw this reflected back in
improved Levell trends.”
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How Levell’s Emotional AI
Helps Remote Teams
While Levell’s dashboard was helping senior management
implement organization-wide change, Levell’s Emotional
AI (E-AI) was supporting the well-being of individuals in
each team.
Levell’s built-in machine learning capabilities analyzed
clinician check-ins to detect lows, dips, spikes, and high
states, helping clinicians to self-observe. They can optimize
behavior on their own, access resources to rebound from
dips, and resolve persistent issues with a coach.
Levels E-AI works in the background, maintaining employee
anonymity, so Babylon can be confident that clinicians get
individual support without ever needing that information to
be shared with Babylon.

“At the same time, Levell allows us
to spot company-wide issues that
might affect well-being early, and to
identify problems before they become
widespread”, Tejal explains
The Outcome: Deep Insights Drive Real Change in
Well-being, Health and Performance

“Today, we use Levell to collectively
monitor the well-being of our digital
clinicians in the workplace, providing
a platform for staff to be heard and to
check in with their own thoughts and
feelings, as well as to facilitate the
communication of ideas”, says Tejal
Over the past year Babylon has achieved some
amazing results:
Twenty-six percent of clinicians remain engaged
with the Levell app.
Babylon has collected 2,658 data points on staff
well-being at work.
Put in place 4 remote clinical leads to use Levell to
steward health and performance in work.
Implemented 7 initiatives across the company
based on clinicians’ feedback.
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Overall Insights and Changes
Achieved by Babylon:
Babylon’s staff and GPs now feel they have a clear voice,
and their needs are being met, thanks to the app’s
features for anonymous sharing and feedback.
Babylon’s clinical leadership have led the market and
set the standard for wider Babylon teams, becoming
an organization that proactively predicts and responds
to clinician health and performance needs rather than
acting reactively.
Clinician work-life balance continues to improve while
Levell’s approach reduces the workload of Babylon
clinical leadership throughout the workforce.
Babylon has driven business outcomes and protected
clinician health by becoming a truly agile organization,
with Levell enabling a “learn, change, validate” cycle of
continuous positive improvement that gives measurable
evidence of impact.
How Levell can Supercharge you and your Team’s Well-being
and Performance:
Check-in on how you are feeling in work.
Monitor team well-being daily with an overall score.
Gather feedback on what drains and drives your team.
Ensure everyone gets the right tips and actions
to improve.
Book sessions with expert coaches for extra support.
Unlimited training and events for everyone in
Levell’s community.

Measure how you and
your team feel in work.
Supercharge team
performance.
About Levell
Levell is a well-being measurement platform,
built for work.
We were founded with the mission to help people
globally achieve high performance in work,
without burnout.

Get started
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