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ABSTRACT

Text-mining techniques have greatly expanded the types of data available for research. This study employs
text-mining methods to examine the impact of the Baldrige Framework on healthcare systems in the post-
pandemic era. While earlier studies have developed various frameworks for healthcare quality
management, there's a need to update these frameworks to address the changing demands post-pandemic.
By utilizing text-mining methods, this research will review patient experience data collected from online
platforms. Research results will bridge the gap between academic literature and industry practices in
healthcare. Furthermore, research results will offer valuable recommendations to enhance organizational
performance in the healthcare sector.
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