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DOI: Trong bbi canh gido duc dai hoc toan ciu ngay cang canh
10.46223/HCMCOUIS... tranh, trai nghiém sinh vién da tré thanh mot chu dé nghién clru
then chdt, phan anh sy chuyén dich tir m6 hinh truyén théng sang

tiép can lay nguoi hoc 1am trung tam. Khac vai cac nghién ctu

Ngay nhén: trude von tap trung vao tung khia canh riéng 1¢ nhu chat luong

dich vu, gin két hoc tap hay stc khoé tinh than/tam 1y, nghién
ctru nay st dung phuong phap tric lwong thu muc két hop quy
Duyét dang: trinh PRISMA 2020 dé hé thong hoa va phan tich toan dién 341
cong trinh quéc te giai doan 1993-2025. Két qua cho thiy linh

vuc ndy phat trién manh mé& v6i bay cum chu de chinh: trai

Ngay nhan lai:

Ma phan loai JEL nghiém hoc tap, phat trién ning lyc, sinh vién quoc té, quan tri
dai hoc, chat luong cam nhén, gido duc lién quoc gia va khong
Tir khéa- gian hoc tap chuyen hoa. Phan tich tién hoa cha dé ciing chira

su dich chuyén tir cong bang va hoa nhap sang cong ngh¢ 50, tri
Gido dyc dai hoc, traitug nhan tao va dong sang tao tri thirc. Ket qué nghién ctru da (1)
nghiém sinh vién, trdc lu’O’ngxay dung duoc ban do tri thirc toan dién vé trai nghiém sinh vién
thu muc, xu hudng nghién cirutrong gido duc dai hoc, thay vi tlep can phan manh; (ii) lam rd
sy tién hoa chu dé theo thoi gian, qua d6 nhén dién xu hudng
méi ndi va khoang trong nghién clru; va (iii) goi mo nhu cau ban
Higher education,dja hoa khung 1y thuyét tai Viét Nam, gip cac co so gido duc
Students’ experience,trong nugc vira hdi nhap quoc té vira phat trién chién lugc quan
Bibliometric analysis, trj dya trén trai nghiém sinh vién.

Research trends
ABSTRACT

Keywords:

In the increasingly competitive landscape of
global higher education, student experience has emerged as a
pivotal research domain, reflecting the shift from traditional
models to learner-centered approaches. Unlike prior studies that
typically examined isolated dimensions such as service quality,
academic engagement, or wellbeing, this study adopts a
comprehensive perspective by employing bibliometric analysis
in conjunction with the PRISMA 2020 protocol to
systematically map and evaluate 341 international publications
from 1993 to 2025. The findings reveal seven dominant thematic
clusters: learning experience, competency development,
international students, university management, perceived
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quality, transnational education, and transformative learning
spaces. The thematic evolution further highlights a trajectory
from equity and inclusion toward digital technologies, artificial
intelligence, and co-creation of knowledge. This study makes
three key contributions. First, it constructs a holistic knowledge
map of student experience in higher education, moving beyond
the fragmented approaches of earlier research. Second, it
elucidates the temporal evolution of research themes, thereby
identifying emerging trends and critical gaps. Third, it
underscores the need to contextualize and localize theoretical
frameworks within Vietnam, offering practical insights for
institutions seeking to enhance quality assurance, strengthen
competitiveness, and develop strategic management grounded in

student experience.

1. Giéi thi¢u

Trong nhiing ndm gan ddy, khai niém trai nghiém sinh vién da tré thanh mot cha
dé trong tam trong gido duc dai hoc, song song vai su phat trién cua nghién cliu vé trai
nghiém khach hang (Customer Experience) trong cac nganh dich vu. Khi cac co s¢ dao
tao chuyén sang mo hinh ldy ngudi hoc 1am trung tim, sinh vién khong con dugc xem la
nguoi tiép nhén tri thire thu dong, ma tré thanh chu thé tich cuc véi sy tham gia vé cam
xuc, nhan thirc va hanh vi, qua d6 dinh hinh két qua hoc tap ciing nhu gia tri ctia nha
truong (Matus, Rusu va cong su., 2021).

Trai nghi€m sinh vién 1a mot cAu trac da chiéu, bao gém cac tuong tac hoc thuat,
xa hoi, hanh chinh va cong nghé, von cing nhau anh huong dén sy hai long, kha ning
duy tri va thanh cong. Chinh vi vay, khai niém nay ngay cang duoc coi 1 trong tdm chién
lugc trong viéc nang cao chét lugng, tao su khac biét trong chuong trinh dao tao va dap
mg ky vong cuia thi truong gido duc toan cau (Douglas va cong su, 2015).

Trong vai thép ni€n qua, trai nghiém sinh vién da dugc tiép can dudi nhidu ling
kinh: chat lwong dich vu véi mé hinh SERVQUAL (Stodmck & Rogers, 2008; Wider va
cong su, 2024; Zha, Marvi va cong su., 2024), Iy thuyét gan két nhan manh vai tro tham
gia cua sinh vién (Kahn, 2014; Masika & Jones, 2016; Collago, 2017; Kahu, Picton va
cong su, 2020), va strc khoe tam ly/tinh than (wellbeing) phan anh trang thai cam xtic va
kha nang thich ung (Cownie, 2019; Liu, Ping va cong su., 2019; Luo, Wu va cong su.,
2019; Yusof, Arifain va cong su., 2022). Tuy nhién, cac nghién ctru ndy nhin chung mang
tinh phan manh, chi tdp trung vao mot chiéu canh riéng 1€, chua c6 cong trinh nao h¢
thong hoa toan bd cau tric tri thirc va theo ddi su tién hoa chii dé theo thoi gian.

Khac biét voi cac nghién ciru trude, nghién ciru nay sir dung phuong phap tric
lugng thu muc két hop PRISMA 2020 trén 341 cong trinh quc té giai doan 1993-2025,
nham xay dung mot ban do toan dién vé sy phat trién, tién hoa va khoang tréng nghién
ctru trong linh vue trai nghiém sinh vién. Phan tich thu muc cung cap mét cach tiép can
dir liéu hoa manh mé dé kham pha cac cum chi d¢, nhan dién van dé méi ndi va danh gia
dong luc cAu tric cua mang ludi hoc thudt (Chen, 2006; Donthu, Kumar va cong su,
2021). Bang viéc 4p dung cac k¥ thuat nhu phan tich dong trich din, 1ap ban d tir khoa
va phan tich tién hoa chu d¢, nghién ctru nay khong chi tong hop tri thirc hién c6 ma con
dinh huéng chuwong trinh nghién ciru, chinh sach va chién lugc ciia cac co sé gido duc,
dat trai nghiém sinh vién vao trung tim cua qua trinh chuyén doi giao duc. Tir d6, nghién
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ctru ndy nham tra 10 hai cau hoi: (1) Trai nghiém sinh vién trong giao duc dai hoc d phat
trién nhu thé nao theo thoi gian? (2) Nhitng chu dé nghién ctru chinh va xu huéng maéi
noi trong linh vyuc nay 1a gi?

2. Cac khai ni¢m lién quan va khung Iy thuyét phén tich
2.1 Mgt s6 khdi niém
2.1.1 Giao duc dai hoc

Giao duc dai hoc bao g@)m nhiéu loai hinh co s, trong do6 cé cac truong dai hoc,
duoc td chirc theo nhiéu cach khac nhau, ¢6 thé nam trong mot h¢ théng hodc hoat dong
ddc 1ap. Nhin chung, gido duc dai hoc dé cap dén gido duc sau trung hoc, trong d6 dai
hoc 12 mot bo phén ciia hé thdng nay. Tuy nhién, trong mot s bbi canh, khai niém gido
duc dai hoc va dai hoc dugc st dung thay the cho nhau (Assié¢-Lumumba, 2005). Gido
duc dai hoc mang y nghia rong hon vi bao gom tAt ca cac co so sau trung hoc hodc bac
cao hon. Pai hoc 12 mot phan cia hé thong gido duc bac cao, noi cong nhan vi¢c hoan
thanh chwong trinh hoc thong qua bang cap hodc chimg chi.

Muc ti€u cua gido duc dai hoc 1a theo dudi chan 1y trong hoc tap, céng hién cho
viéc néng cao tri thirc, dao tao hoc gia vi chinh gia tri hoc thuat, dong thoi cai thién doi
sdng ca nhan va xi hoi. Didu nay bao gdm viéc phat trién k¥ ning tri tué, giang day ky
nang nghé nghiép va k¥ thuat. Nhin chung, gido duc dai hoc hudng dén viéc khot tao tu
duy phan bién thong qua ca giang day va nghién ctru. Tu duy phan bién nay la yéu td thiét
yéu dé sir dung tot hon cac nguén lyc va cai thién diéu kién sdng cia con ngum voi tri
tué va kha nang phan doan dé xir Iy moi tinh hudng. Do d6, gido duc nham cai thién cudc
song, phat trién kha ning phan doan va hiéu biét vé moéi truong xung quanh. Hoc tap
khong phai 1a mdt cudc thi hay sy ganh dua ma 1a “mot cude dbi thoai”, va loi thé cua dai
hoc nhu mdt noi hoc tap dugc thé hién rd qua ddc trung nay (Oakeshott, 2017).

Gido duc dai hoc 1a mdt dich vu (Ostrom, Bitner va cong sy, 2011) va nén dugc
xem la mot dich vy trai nghiém (Khanna, Jacob va cong su, 2014). Ng va Forbes (2009)
khang dinh rang: “Dich v cot 16i trong trdi nghiém dai hoc chinh la trai nghiém hoc tdp,
dirge dong sang tao boi tat cd moi ngudi trong z‘rwong gitka sinh vién voi sinh vién, sinh
vién véi giang vién, sinh vién véi can bg quan Iy...”. Diéu nay cing cb vai tro cia sinh
vién trong moi trudong gido duc dai hoc nhu nhitng khéch hang trung tam.

2.1.2 Trai nghiém sinh vién

Vai thap nién gﬁn day, khai niém trai nghi¢m sinh vién da ndi 1én nhu mot mbi
quan tam trung tdm trong nghién ctru va chinh sach gido duc dai hoc, phan anh sy nhén
manh ngdy cang ting vao hoc tap liy sinh vién lam trung tm va trach nhiém giai trinh
cua co s¢ dao tao (Krassadaki & Matsatsinis, 2017; Matus, Rusu va cong su, 2021). Trai
nghiém sinh vién 1a mot cAu trac da chiéu, bao quat toan b sy gén két cua sinh vién véi
moi truong gido duc dai hoc, bao gém cac khia canh hoc thuat, xa hoi, cam xtc va hanh
chinh. N6 duoc thé hién qua muc dg tham gia, nhan thirc va két qua hoc tap cua sinh vién
trong su6t hanh trinh tir khi nhap hoc dén khi tot nghiép. Trai nghiém nay dugc dinh hinh
boi chat luong glang day, thiét ké chuong trinh, dich vu hd trg, co so ha ting, vin hoa td
chirc va cac mbi quan hé trong cong dong hoc thuat (Ertl, Hayward va cong su, 2008).

Duya trén nén tang 1y thuyét vé trai nghiém khach hang trong linh vuc dich vu
(Holbrook & Hirschman, 1982; Meyer & Schwager, 2007; Verhoef va cong su, 2009;
Lemon & Verhoef, 2016), nghién ciru nay dinh nghia trai nghiém sinh vién dbi véi gido
duc dai hoc 1a “tdp hop cac phan wrng cd nhan hoa cua sinh vién trén cdc khia canh cam
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quan, cam xuc, nhdn thice, quan hé va hanh vi, dwgc hinh thanh va phat trién qua cdc
twong tdc triee tiép va gian tiép voi nha truong xuyén sudt hanh trinh truée nhdp hoc,
trong qud trinh hoc tdp va sau khi tot nghiép”’. Dinh nghia nay nhdn manh ba dic diém
cdt 16i: tinh da chiéu, tinh hanh trinh va tinh c4 nhan hoa. T gbc do quan tri, dinh nghia
nay cho phép cac co so giao duc dai hoc tiép can sinh vién khong chi nhu ngudi thy huong
dich vu dao tao ma con nhu nhitng khach hang dong sang tao gia tri. Viéc do ludng va
quan 1y trai nghiém khach hang trong gido duc dai hoc vi thé tro thanh nén tang dé nang
cao su hai long, long trung thanh, va hinh anh thuong hiéu ctia nha truong trong moi
truong canh tranh ngay cang khoc liét.

2.2 Khung Iy thuyét phén tich trii nghi¢m sinh vién trong linh vue gido duc dai
hoc

C6 thé thay, khai niém trai nghiém khoi ngudn tir linh vyc tiéu ding, noi Holbrook
& Hirschman (1982) nhan manh rang trai nghiém khong chi 1a qua trinh sir dung dich vu,
ma con bao gdm yéu t6 cam quan, cam xuc va biéu tugng. Tiép ndi, Meyer & Schwager
(2007) dinh nghia trai nghiém khach hang nhu tp hop cac phan g ca nhéan hoa, hinh
thanh tur nhung twong tc truc tiép va gian tiép véi to chirc. Lemon & Verhoef (2016) mé
rong khai niém nay bang cach dat trai nghiém trong toan bd hanh trinh (customer
journey), cho thay tinh lién tuc va da chidu cia trai nghiém trudc, trong va sau khi st
dung dich vu.

Khi chuyén hoa sang bbi canh gido duc dai hoc, nhitng nén tang ly thuyét nay cho
phép nhin nhan trai nghiém sinh vién nhu mot ciu trac da chidu, bao gom:

. Hoc thuat: chat lwong giang day, chuong trinh va két qua hoc tap;

. Xa hoi: su gén Kkét, quan hé ban be va cong déng hoc thuat;

. Tam 1y - cam xtc: sic khoé tinh than/tam 1y, dong luc va kha ning thich
ung;

. Hanh chinh - dich vu: quy trinh nhéap hoc, hd tro sinh vién, co s¢ vat chat;
va

. Cong ngh¢: moi trudng sé, hoc tép truc tuyén, tri tué nhan tao.

M3i chiéu canh phan anh mot phan trong hanh trinh ciia sinh vién tir nhap hoc dén
tot nghi¢p, dong thoi dinh hinh sy hai long, gan két va gia tri cdm nhan.

Céc nghién ctru trude day da tiép can trai nghiém sinh vién qua nhiéu lang kinh
nhu chit lugng dich vy, chéng han nhu Stodnick & Rogers (2008) ap dung mé hinh
SERVQUAL dé do luong sy hai long trong 16p hoc; Kahu, Picton va cong su (2020) da
nhén manh vai trd tham gia chii dong cua sinh vién trong hoc thuét théng qua 1y thuyét
gan két va Cownie (2019), Liu va cong sur (2019) da xem trai nghiém qua trang thai cam
xuc va kha nang thich ung khi tiép can trén quan diém strc khoé tinh than/tam ly
(wellbeing). Tdong hop céc lang kinh nay cho thay trai nghiém sinh vién 1a mot cu trac
da chleu va khung khai niém trén dugc xem 13 nén tang dé trién khai phuong phap phan
tich trac lugng thu muyc trong bai nghién ctru nay.

Béang 2.1. Khung khai niém Trai nghiém sinh vién trong gido duc dai hoc

Nguﬁn tham Kkhaio

Khia canh Mo ta en 1 sR
. tiéu bicu
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Chat lugng giang day, chuong

Stodnick & Rogers (2008);

Hoc thuat trinh dao tao, két qua hoc tap. | Douglas va cong su, (2015)
Lz R . | Kahu, Picton va cdng su,
Xa hoi Su gan keét, quan h¢ ban be, | o0 \acika &  Jones
cong dong hoc thuat. (2016)

Stc khoé tam ly/tinh than

(wellbeing), dong luc, sy hai | Cownie (2019); Liu va cong

Tam 1y - cam xtc

long, kha nang thich Gng véi | sy, (2019)
mdi truong hoc.
Quy trinh nhdp hoc, ho trg Zha, Marvi va cong su,

sinh vién, co sO vat chat, dich
vu quan tri.

Hanh chinh - dich vu (2024); khung SERVQUAL

Hoc tap truc tuyén, moi

truong so, tri tu¢ nhan tao.

Lemon & Verhoef (2016);

Cong nghé Chen (2006)

Nguon: Két qua tong hop Iy thuyét cia tac gid.
3. Tiép can va phwong phap nghién ctru sir dung
3.1. Tiép cén nghién ciru

Theo Chen (2006), cong cu CiteSpace cho phép phat hién va truc quan héa xu
hudng ndi 1én ciing nhu sy tién hoa tri thire trong mang ludi hoc thuét. Donthu, Kumar
va cong su (2021) ciing khing dinh rang phan tich tric luong thu muc (bibliometric
analysis) khong chi do luong hi¢u suat xut ban ma con gitip xay du’ng ban db tri thirc,
nhan dién khoang trong va xu hudng méi. Do d6, nghién ctru nay két nbi khung khai niém
trai nghiém sinh vién véi mo hinh phén tich trac luong thu myc bang cach xem mdi chidu
canh 1y thuyét nhu mot “truc” dé ddi chiéu véi cac cum chu dé duoc trich xuat tir dir liéu.
Vi du: chiéu hoc thut gén v6i cum trai nghiém hoc tip (learning experience), chiéu tim
Iy v6i strc khoé tinh than/tam ly (wellbeing), va chiéu cong nghé vdi online learning hay
artificial intelligence. Cach tiép c4n ndy vira dam bao tinh ké thira ly thuyet vira chung
minh rang két qua phén tich di liéu thuc sy phan anh va mo rong cac chidu canh trong
khung khai niém, qua d6 1am rd sy tién hoa chi dé va khoang trong nghién ciru trong linh
vuce trai nghiém sinh vién.

3.2. Phwong phap nghién ciru

3.2.1. Phuwong phap Prisma (Preferred Reporting Items for Systematic Reviews
and Meta-Analyses)

Phuong phap Prisma dugc sir dung rong rai trong viée thu thap, téng hop va phan
tich tai liéu, ddm bao quy trinh hé thdng va minh bach trong cac nghién ciru tong quan.
Phuong phap nay ciing dam bao do tin cdy cua két qua va két luan duoc rat ra tir ngudn
tai liéu phong phu va chinh xéac (Akl, Khabsa va cong su, 2024).

Quy trinh téng quan duogc thuc hién theo chuén PRISMA 2020 (Page va cong su,
2021). Cac tir khéa “student experience” va “higher education” dugc tim kiém trén Web
of Science va Scopus, voi chién luoc truy vin ddy du cho ting co s& dit liéu. Tiéu chi lua
chon bao g@)m cac bai bao thudc linh vie Kinh doanh, Quan tri va Khoa hoc x hoi, xuét
ban tir 1993-2025. Hai nha nghién ctru doc 1ap tién hanh sang loc va doc toan van, bét
dong duoc thao luan dé théng nhét. So @ PRISMA minh hoa quy trinh lya chon, tir tong
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sO tai liéu ban dau dén 341 bai bao cudi cting. Cac bién nhu tac gia, nim, qudc gia, tap
chi, tir khoa va phuong phap nghién ctru dugc trich xuit dé phan tich bang Biblioshiny
va CiteSpace. Vi¢c tuan thu checklist PRISMA 2020 dam bdo tinh minh bach, tai 1ap va
do tin cdy cua Kkét qua.

3.2.2. Phan tich trac lwong thu muc (Bibliometric analysis)

Phan tich tric lugng thu muc 1a linh vyc nghién ctru dinh lugng céc tai li¢u thu
muc, duge tién hanh theo phuong phéap hé théng nham xéac dinh, danh gia va theo ddi cac
cong trinh khoa hoc da xuat ban (Passas, 2024). Do do, phan tich tric lugng thu muc dugce
sir dung trong nghién ctru nay nhu mot cong cy manh mé va hiéu qua dé danh gia va tong
hop cac nghién ctru lién quan dén trai nghiém khach hang (sinh vién) trong gido duc dai
hoc.

Quy trinh bt dau bang viéc thu thap mot khdi luong 16n tai lidu khoa hoc tir co
so dir liéu uy tin Web of Science va Scopus. Céc tai liéu nay sau d6 dugc xtr 1y va phan
tich bing phan mém chuyén dung nhu Biblioshiny va CiteSpace. Cac phan mém nay giup
nhan dién mé hinh va xu huong nghién ciru thong qua phén tich dong tir khoa, xdc dinh
khoang trong nghién clru va chi s6 sirc manh trong phan tich cum. Két qua phan tich tric
luong thu muc cung cép burc tranh toan dién vé hién trang nghién ciru, khoang tréng va
xu huéng phat trién trong twong lai (Maditati, Munim va cong su, 2018).

CiteSpace 14 cong cu phan tich téi uu duoc sir dung gan day dé hiéu tac dong hoc
thuat cia mot bai bao/tac gia trong linh vuc nghién ciru cu thé. Nghién ctru nay sir dung
CiteSpace cho phan tich phan cum theo chu d&, trich xuit cic mo-dun tri thirc c6t 16i bang
cach nhom cac nghién ciru trong dong tir tap hop nghién ciru, nhim cung cip cai nhin
sau vé moi lién hé giita cac nhanh tri thirc khac nhau (Jia & Bava Harji, 2023).

3.2.3. Phdn tich hiéu sudt (Performance analysis)

Céch tiép can phan tich hi¢u suat cho phép xéc dinh cac bai bao hoc thut, tac gia
ndi tiéng va nguén xuét ban trong van liéu khoa hoc hién tai, nham cung cép nhitng hiéu
biét méi vé& xu huéng xuit ban, cum tri thire, khung 1y thuyét va cac huéng nghién ciru
kha thi trong tuong lai bang cach sip xép lai cac tai liéu roi rac (Aparicio, Iturralde va
cong su, 2019).

Theo d6, tong sé bai bao vé thudt ngit “customer cexperience” (CX) va “higher
education” (HE) cung cap chi s6 dinh luong phan anh khdi luong nghién ciru khoa hoc
d3 dugc cong bd vé chu dé nay. Mot vi du v€ chi s6 dinh tinh 1a téng s6 luot trich dan, do
ludng muic d6 quan tim ddi voi khai niém nay, chang han nhu h-index ciing duoc st
dung. H-index két hop ca chi sé dinh luong va dinh tinh bang cach chi ra s6 luong cong
bb, h, voi it nhat 4 hodc nhidu hon luot trich dan. Cac ngudng phd bién 14 trén 100, 50,
20, 10, 5 va 1 trich din. Chung dugc str dung trong nghién ctru nay dé suy luan vé chat
luong cua céc tai liéu dugc phan tich.

Viéc phan loai nghién ctru theo cac ngudng khac nhau cho phép so sanh chat
luong nghién ctru vé CX. Tong so luot trich dan cling dugc dua vao dé cung cap danh
sach 10 cong trinh xuat ban tiéu bi€u nhat ve chu dé nay.

4. Két qua nghién ciru va thao luin

4.1 Tinh hinh trién khai nghién ciru vé trdi nghi¢m sinh vién doi véi gido duc
dai hoc trén thé gioi
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Phan tich 341 cong trinh qudc té giai doan 1993—2025 cho thay nghién ctru vé trai
nghiém sinh vién trong gido duc dai hoc ngdy cang phat trién, voi sy tham gia ctia hon
1.000 tac gid. San lugng cong bd tang manh tr nam 2017, ddc biét giai doan 2022-2024,
phan anh murc d6 quan tim ngay cang 16n ddi voi chu dé nay.

Hoa Ky dan dau véi 377 bai bio nhd quy mé hé théng gido duc dai hoc va vin
hoa nghién ciru gén véi trach nhiém giai trinh va sy hai 1ong cia sinh vién. Uc ding thir
hai véi 122 bai, ndi bat boi ty 18 sinh vién qudc té cao va chién luoc tap trung vao dich
vu hd tro va hoa nhap. Anh va Canada ciing c6 dong gop dang ké, 1an luot 75 va 49 bai,
nhin manh truyén thong nghién ctru lau doi va chinh sach gido duc coi mé. Nam Phi, du
quy mé nhé hon, van ndi bat v6i cac nghién ctru gin lién bdi canh xa hoi hau Apartheid,
tap trung vao cong bang va tiép can gido duc.

Céc tac gia co anh huong 16n gdm Linden K., Jackson D., Ren X., Al-Rahmi W.
va Al-Breha F., véi s6 lugng trich dan cao, cho théy vai tro dan dét trong vi¢c dinh hinh
tri thirc vé trai nghiém sinh vién. Vé tap chi, Journal of Further and Higher Education,
Higher Education Research & Development va Studies in Higher Education la nhiing
ngudn cong bd quan trong, c6 chi s6 tac dong cao.

Phan tich tién hoa chu dé cho thiy su dich chuyén rd rét: giai doan 1993-2019 tap
trung vao cong bang va hoa nhdp; giai doan 2020-2022 chiu anh huéng manh cua
COVID-19 véi cac chu dé hoc truc tuyén va déng kién tao tri thirc; giai doan 2023-2024
xuét hién cac nghién ctru vé tri tué nhan tao (ChatGPT, agency) va hoa nhap xa hoi; dén
nam 2025, Al tr¢ thanh tim diém, song céc gia tri bén viing nhu da dang va hoa nhap van
duy tri.

Cac cym chu de chinh dugc xac dinh gdm: trai nghiém hoc tap, phat trlen nang
luc, sinh vién qudc té, quan tri dai hoc, chét luong cam nhan, gido duc lién qudc giava
khong gian hoc tap chuyen hoa. Diéu nay cho thdy trai nghiém sinh vién 1a mdt cau trac
da chiéu, vira phan anh yéu t6 nhan van nhu cong bang va hoa nhap, vira gan voi yéu tb
thuc dung nhu chét lugng dich vu va gié tri dau ra, dong thoi chiu tdc dong manh mé cua
cong nghé va toan cau hoa.

4.1.1 San lwong xudt ban hang nam

Timespan Sources Documents Annual Growth Rate

1993:2025 215 341 11.75 %

Authors of single-autl International Co-Authg Co-Authors per Doc

62 4.399 % 3.17

Author's Keywords (D References Document Average Adg Average citations per

Hinh 4.1 Mt s6 thong tin co bin vé tinh hinh nghién civu lién quan dén Trai
nghiém khdach hang trong linh vuc gido duc dai hoc giai doan 1993-2025.

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.

Dua trén dit liéu tir WoS & Scopus, theo dir lidu tir phadn mém Biblioshiny for
Bibliomej;rix, c6 tong cong 341 tai licu dugg xuat béln trong giai doqn 1993-2025 véi ty
1€ san xuat tai liéu hang ndm 1a 11,75% va so trich dan trung binh moi tai li¢u 1a 11,62.
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4.1.2 Cdc tdc gid va tap chi ¢é ndng sudt cao nhat

Hinh 4.2 minh hoa sy gia tang dang ké vé s6 luong bai bao duge xuat ban hang
nam bat dau tir nam 1993, cu thé cac an pham dugc chon tir nam 1993 cho thiy su ting
manh vé s6 luong an pham (khoang 30) trong giai doan 2017-2022, va sy gia ting 13 rét
hon trong giai doan 2022-2024 (80). Phan tich nay chimg minh rang chu dé Trai nghiém
Khach hang trong Gido duc Pai hoc da thu hut dugc sy quan tdm va nhéan thic dang ké
tir cac nha nghién ctru va hoc gia trong linh vuc nay.

Articles

 Hinh 4.2 S6 lwgng én pham hang nim lién quan dén Trdi nghi¢m khich hang
doi voi gido duc dai hoc

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.
4.1.3 Céc quéc gia dong gop xudt ban nhiéu nhat

Cumulate occurrences
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Hinh 4.3. Cdc tap chi da xudt ban nhiéu tai ligu nhét vé Trdi nghiém khdch
hang doi voi gido duc dai hoc

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.

Hinh 4.3 cho thiy xu thé nghién ctru vé gido duc dai hoc va dao tao nghé dang
ngay cang dugc mo rong, vdi su dong goép da dang tir nhicu tap chi, ddc biét trong giai
doan gan day.
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_ Hinh 4.4 Sy phéin b6 cdc quéc gia, tic gid va chii dé vé trii nghiém khach hang
doi voi gido duc dai hoc

Nguon: Biéu do dwoc tao bang cong cu Bibliometrix — R, 2025

Hinh 4.4 thé hién cac qubc gia khac nhau dugc phan tich vé sd lugng bai bao duge
cong bd vé trai nghiém khach hang trong gido duc dai hoc va sy phan bo cac qudc gia
dong gop vao tai liéu nay. Cu thé, 36 dam nhat ctia mau sic cho biét quoc gia co nhiéu
bai bao vé trai nghiém khach hang trong gido duc dai hoc nhét. Trong sb 63 qudc gia dong
gdp vao linh vyc nghién ctru nay, Hoa Ky 1a qudc gia dong gop nhiéu nhét, véi 377 bai
bao dugc cong bd. Uc ding th hai trong danh sach, véi 122 bai bao. Anh va Canada lan
luot xép thir ba va th tu, dong gdp 75 va 49 bai bao. Nam Phi xép thtr nam (31 bai), Tay
Ban Nha thtr sau (24 bai) va Pirc thir bay (20 bai). O vi tri thir tim, voi 12 nghién ciru
mdi nudc, 1a Trung Quéc va Malaysia, trong khi & vi tri thir chin, véi 10 bai bao mdi
nudc, la An Do va Ireland.

C6 thé thiy, trong s6 cac qudc gia nghién clru vé trai nghiém sinh vién, Hoa Ky
dan dau nho s hitu hé théng gido duc dai hoc 16n nhét thé gidi véi sb luong truong va
sinh vién khong 16. Chinh sach quan tri chat luong va thuong hi€u dai hoc & quoc gia nay
tir 14u da coi trdi nghiém sinh vién 1a yeu t6 canh tranh, khién chu dé nay tr¢ thanh trong
tam trong nhiéu nghién ctru hoc thuat. Bén canh d6, sy hién dién cua cac tap chi uy tin vé
gido duc dai hoc nhu Higher Education, Studies in Higher Education hay Journal of
Further and Higher Education von ¢6 tru s hodc xuit ban nhiéu tai noi day da tao diéu
kién cho hoc gia cong b6 rong rii. Vin hoa nghién clru gin chat vai trach nhiém giai trinh
(accountability) va sy hai long cua sinh vién cang cung c¢b vi thé dan dau cua Hoa Ky
trong linh vuc nay. Riéng d6i voi Uc mot quoc gia n6i bat vdi ty 1€ sinh vién quoc té cao
nhét thé gidi, chiém hon 25% tong sO sinh vién. Chinh phu va cac truong dai hoc Uc xem
trai nghiém cua sinh vién quoc té 14 yéu t6 chién lugc dé duy tri vi thé canh tranh toan
cau. Do d6, nghién ctru tai Uc thuong tap trung vao dich vu hd trg, hoa nhap xa hoi va
chat luong cam nhan, dan dén s luong cong bd cao.

Bén canh hai qudc gia dan dau, Anh va Canada ciing c6 dong gop dang ké. Anh
vbn ¢ truyen thong lau doi vé nghién ctru gido duc dai hoc, voi nhiéu truong dai hoc
danh tiéng va mang ludi hoc gia quoc té, nén trai nghiém sinh vién tr¢ thanh mét chu de
quan trong trong cac nghién ctru vé chat lugng va d6i méi gido duc. Canada lai ndi bat
voi chinh sach gido dyc coi m¢ va dinh huéng hoa nhap, dac biét chi trong dén trai
nghiém cua sinh vién qudc té va cac nhom yéu thé, qua d6 tao ra nhiéu cong trinh nghlen
clru gan voi cong bang va da dang. Nam Phi, mdc du c6 quy md nhd hon, nhung lai n6i
1én nhé bdi canh chuyen ddi x3 hoi sau Apartheid, noi trdi nghi¢m sinh vién dugc nghién
ctru dudi goc d6 cong bang, hoa nhip va tiép can gido duc, phan anh dic thu lich sir va
chinh trj cta qudc gia nay.

Nhu vay, vi tri din ddu cta Hoa Ky va Uc khong chi phan anh quy mé hé thong
gi40 duc ma con cho thay dong luc chién lugc khac nhau: Hoa Ky tép trung vao quén tri
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chét lugng va thuong hiéu, Uc cha trong dén sinh vién quéc té va dich vu hd tro. Trong
khi do, Anh va Canada khang dinh vai tro cua truyén thong nghién ctru va chinh sach hoa
nhap, con Nam Phi minh ching cho su gan két gitra trai nghiém sinh vién va boi canh xa
hdi déc thu.

4.1.4 Céc tdc gia dwoc trich dan nhiéu nhat

Muthors
10

Impact Measure: H

Hinh 4.5 Cic tdc gid c6 lién quan nhit dén Trdi nghiém khdch hang doi véi
gido duc dai hoc

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.

Hinh 4.5 thé hién cac tac gia dugc trich din nhidu nhat va céc tac gia c6 ning suat
cao nhat. Phan tich nay cho thiy cac tac gia dugc trich ddn thudng xuyén nhét va nhimg
nguoi c6 san lugng nghién ctru cao nhit. Diéu nay gitip x4c dinh nhimng ca nhan di co
nhitng dong gop dang ké va c6 tac dong 16n trong linh vyuc Trai nghiém Khach hang (CX)
trong gido duc dai hoc. Vi du, céc bai bao do Linden K. viét, duoc xuét ban tir ndm 2022
dén nam 2024 hodc cta Jackson D hodc Ren X trong giai doan 1993-2025 da thu hut sy
cha ¥ va trich dan dang ké, phan 4nh tim anh hudng ciia ho trong linh vuc nay. Hon nira,
theo Donthu & cong su, (2020) tan suat trich ddn dugc gan cho mot tac gia co thé dong
vai tro 12 mot chi bao vé anh huong cia ho ddi véi su tién bd cua kién thuc hoc thuét
Theo d6, hinh 5 minh hoa ring cac tac gia nhu Jackson D, Al-Rahmi W va Al-Breha F
da tich Ity trung binh 20 trich ddn mdi nam trong giai doan tir nim 2024 dén dau nim
2025.

4.1.5 Cdc tap chi lién quan nhat

Sources

000000

Impact Measure: H

Hinh 4.6 Cic tap chi lién quan nhét dén Trdi nghiém khdch hang doi véi gido
duc dai hoc

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.

Hinh 4.6 cho thiy sb lwong 4n pham ting 1én khi cic vong tron tré nén ndi bat va
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dam hon. Theo do, Journal of Further and Higher Education, Higher Education Research;
Development and Studies in Higher Education; Higher Education 1a 4 trong s6 cac tap
chi dugc x€p hang dau tién véi chi so6 tdc dong h cao (9-11).

4.1.6 Phan tich tién hod chii dé (Thematic Evolution)

Trong giai doan tir 1993-2019, cic chii dé nhu gido duc dai hoc (higher
education), sinh vién (students), va danh gia (assessment) dong vai tro tru cot. Pong thoi,
nhiing moi quan tdm vé binh dang (equity), tinh da dang (diversity), nit gi6i (female) va
tinh tlep can dich vu gido duc (accessibility) phan anh n6 lyc xay dung mét nén giao duc
cong bang va toan dién. Day 1a thoi ky dat nén mong cho nhing thay ddi sau nay.

1993-2019 2020-2022 2023-2024 2025-2025
[]international students
students artificial intelligence
online learning
= I higher education ‘
— online learning
[ ] accessibility ; D
higher education blended teaming  Xulsae” "
ended learning
Wlloieneeaioormina raarnino [l
international students
higher education female‘ ‘
[ fernale e diversity []
student engagement [ ‘kFarh o
equit:
R7 [ | higher education
online learnin: 9 [ disabitity
student support ageneyi
Ll chatgpt
diversi v Bl [assessmen t practices
Studer\t eﬂgﬁgerﬂer\t
covid-19 pandemic [ ]accessibili ty

co-creation

Hinh 4.7 T ién hod chii dé trong nghién ciru lién quan dén Trdi nghiém khdch
hang doi voi gido duc dai hoc

Nguoén: Biéu do duwoc tao bang cong cu Bibliometrix — R, 2025.

Giai doan chuyén minh vi dai dich (2020-2022): “Pai dich COVID-19 da tao ra
bude ngoét 16n. Cac chu dé covid-19, online learning, va e-learning tr6 thanh trung tam,
budc giao duc phai thich nghi nhanh chéng. Dong thoi, inclusion va co-creation nhan
manh vai trd ciia nguoi hoc trong viée dong kién tao tri thirc. Pay 14 giai doan gido duc
khong chi ung pho vai dai dich ma con ddi m&i manh mé.

Giai doan phuc hoi va d6i méi (2023—2024): Sau dai dich, gido duc budc vao giai
doan phuc hdi. Cac cha dé nhu chatGPT va agency xuét hién, cho thay sy quan tim dén
tri tu¢ nhan tao va vai tro chi dong ctia nguodi hoc. Bén canh d6, disability, accessibility,
va inclusion tiép tuc khang dinh cam két vé mot nén gido duc toan dién. Day la thoi ky
vira ké thira, vira mé ra nhiing huéng di méi.

Giai doan cong nghé héa manh mé (2025): Ben nam 2025, artificial intelligence
tr& thanh tim diém nghién ctru. Gido duc khoéng chi gan v6i cong nghé, ma con dugc tai
dinh hinh béi cong nghé. Tuy nhién, xuyén sudt van 1a nhiing gia tri bén viing: higher
education, online learning, female, diversity, va inclusion. biéu nay cho théy, du cong
nghé thay doi, gido duc van giit vimg st ménh nhén vin.

4.1.7 Céc chii @é nghién ciru chinh
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#0
#1 national study
tra

#17 india
- #19 transformative space

Hinh 4.8 Cac chu dé nghién ciru chinh lién quan dén Trdi nghiém khdch hang
doi voi gido duc dai hoc

Nguon: Biéu do duoc tao bang cong cu Bibliometrix — CiteSpace, 2025.

Hinh 4.8 thé hién truc quan hod cac chu dé nghién ctru chinh lién quan dén trai
nghiém khach hang ddi véi giao duc dai hoc trén co sé phan tich bang phan mém
CiteSpace cho dit liéu tap trung cha yéu & giai doan 2015 - 2025 (thoi diém danh dau co
sw anh huong cua cong nghé timg dung trong hoc tép). Két qua cho thiy rang cac chu dé
nghién ctru chinh lién quan dén trai nghiém khach hang trong gido duc dai hoc tap trung
vao ba hudng 16n: trai nghiém hoc tép, phat trién ning lyc va su da dang cua d6i tuong
sinh vién. Trai nghiém hoc tap xuat hién nhu mot ccum nghién ctru noi bat, duoc khai thac
& nhiéu khia canh khac nhau, tir cam nhén tryc tiép ctia ngudi hoc dén nhing khong gian
hoc tap mang tinh chuyén hoa. Pay chinh 1a cach ma gido duc dai hoc dugc nhin nhan
nhu mot dich vy, noi sy hai long va gié tri cdm nhén cua sinh vién dong vai tro trung tam.
Bén canh d(’) phat trién nang lyc 1a mot chu dé xuyén sudt, phan anh ky vong ciia ngudi
hoc d6i voi ¢ ‘san pham” ma gido duc mang lai, tirc 1a nang lyc va ky nang co the ap dung
trong thuc tién. Pic biét, nhom sinh vién quoc té va sinh vién da dang vé nén tang vin
hoa, qudc gia, gidi tinh dugc nghién ctru nhiéu, cho thiy gido duc dai hoc ngdy cang duoc
tlep can dudi goc do toan cau hoa, noi sinh vién dugc xem nhu nhimg khach hang c6 nhu
cau khac biét va phuc tap. Ngoai ra, cac nghién ctru vé quan 1y tuyén sinh, dinh nghia
chit lugng va giao duc xuyén qudc gia ciing gop phan lam rd cach ma trai nghiém khach
hang trong gido duc dai hoc dugc hinh thanh khong chi trong 16p hoc ma con trong toan
b6 hanh trinh tir dau vao dén dau ra. Nhin chung, phan tich hinh 4.8 cho thay trai nghiém
khach hang trong gido duc dai hoc la mot chu de da chiéu, vira gan voi yéu t6 nhan van
nhu sy hoa nhap va cong bang, vira gin véi yéu td thuc dung nhu chét luong dich vu va
gié tri ning lyc, dong thoi phan anh sy dich chuyén manh mé cta gido duc trong bdi canh
toan ciu hoa va cong nghé hoa (Bang 4.2).

Bing 4.2 Cac chii dé nghién ctru chinh

Chii d chinh B Y nghia d6i voi trai nghiém khach hang (sinh
vién)

Trai nghiém hoc tap Truc tiép phan 4nh cam nhan va sy hai long cta
(Learning experience) nguoi hoc

Phat trién ning luc Trai nghiém gan voi gia tri dau ra — nang lyc dat
(Competency development) duoc

Sinh  vién quéc té Trai nghiém cua nhom khach hang dac biét, co6 yéu
(International/foreign student) cau cao
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Quén ly va quan tri dai

hoc (Admission & university | , . A X . A n
cua sinh vién v¢ trai nghiém hoc tap

Dich vu dau vao anh huéng dén cam nhan ban dau

management)
Chat lwong cam nhan Trai nghiém duogc dénh gia qua chét luong cam nhéan
(Defining quality) cua sinh vién v¢ trai nghiém hoc tap

Gido duc lién quéc gia
(Transnational education)

Trai nghiém hoc tap trong moéi truong da van hoa

Khong gian hoc tap
chuyén hoa (Transformative

vi
space)

Trai nghiém mang tinh thay d6i nhan thirc va hanh

Nguon: Tong hop tir két qud phan tich dir liéu ciia tac gid.

Két qua dit lidu bang 4.2 cho thiy mot sy dich chuyén chu dé nghién ctru lién quan
dén trai nghiém sinh vién trong gido duc dai hoc nhu sau:

. 1993-2019: Trong tam la cong bang va hoa nhap (equity, diversity,
accessibility). Day 1a giai doan dit nén mong, phan anh nd lyc xay dung mot nén gido
duc toan dién.

. 2020-2022 (COVID-19): Xuét hién manh mé cac cha dé online learning,
e-learning, inclusion, co-creation. Dich bénh budc gido duc phai thich nghi nhanh chong,
dong thoi mo ra xu hudng dong kién tao tri thirc.

. 2023-2024 (phuc hoi): Cac chi @& ChatGPT, agency, disability, inclusion
cho thay su quan tam dén tri tu¢ nhan tao va vai tro chi dong cua sinh vién. Day la giai
doan vura ké thtra gia tri nhan van, vira m¢ ra huéng nghién ctru méi.

. 2025 (cong nghé hoa manh mé): Artificial intelligence tré thanh tim diém,
phan anh sy tai dinh hinh gido duc boi cong nghé. Tuy nhién, cic gia tri bén viing nhu
diversity, inclusion, female participation van duy tri, cho thay su két hop giira d6i moi
cong nghé va st ménh nhan van.

Nhu vay, mot xu hudng dich chuyen 0 rang tr cong bang hoa nhap — Ung pho
khung hoang (COVID-19) — ddi méi bang Al va cong nghe s, diéu nay da ching minh
trai nghi¢m sinh vién khong tinh tai, ma tién hoa theo bdi canh xa hoi va cong nghé.

4.2 Thao ludn

Phan tich 341 cong trinh nghién ciru qudc té vé trai nghiém sinh vién trong gido
duc dai hoc giai doan 1993-2025 cho thay day la mot linh vyc nghién ciru ngay cang dugc
quan tam, phan anh su dich chuyen tur cach tlep can truyen thong sang mo hinh iy nguoi
hoc 1am trung tdm. Cac chii dé nghién ctru ndi bat gdm trai nghiém hoc tap, phat trién
nang luc, su da dang va hoa nhap, cung véi tac dong cuia cong nghé so va tri tué¢ nhan tao.
Xu huéng nay cho thay trai nghiém sinh vién khong chi 1a mot khai niém hoc thuat ma
con la cong cu chién lugc dé cac co 86 giao duc nang cao chit lugng va khing dinh vi thé
trong moi truong canh tranh toan cau.

Tuy nhién, so vdi cac qubc gia phat trién nhu My, Uc Anh va Canada - noi nghién
ctru trai nghiém sinh vién da duoc trién khai sdu rong va gan két chit ché véi két qua hoc
tap, nang luc nghé nghiép va thuong hidu nha truong - thi cic nudc dang phat trién, trong
d6 ¢6 Viét Nam, van con han ché vé s lugng va chiéu sau nghién ctru. Diéu nay dat ra
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khoang tréng can dugc 1ip day, dic biét trong bdi canh cac truong cong lap dang thuc
hién co ché tu chu va phai dbi mat voi ap luc canh tranh tir cac trudong tu thuc va quéc té.

Viéc nghién ctru va quan tri trai nghiém sinh vién trong bdi canh giao duc & Viét
Nam can duoc coi 1a mot hudng di cap thiét, nham thich ing véi xu thé toan cau va dong
thoi gidi quyét nhitng thach thirc ndi tai cua hé théng gido duc dai hoc. Thao luan nay
khong chi nhan manh su can thiét cua viée ban dja hoa cac khung Iy thuyét va cong cu do
ludng, ma con goi mo cho cac trudng dai hoc Viét Nam co hoi xay dung chién lugc phat
trién dua trén trai nghiém sinh vién nhu mot nén tang dé nang cao chit luong, thiic day
hoi nhap va khang dinh thuong hiéu trong bbi canh cong nghé hoa va toan cau hoa manh
mé.

5. Két luan, ham y quén 1y va nhirng dé xuit nghién ciru tiép theo

Nghién ctru da cho thay trai nghiém sinh vién trong gido duc dai hoc 1a mot linh
vuc da chiéu, phat trién manh mé trén thé gidi voi su dich chuyén tir cac van dé cong
bang va da dang sang cong nghé sd, tri tué nhan tao va dong séng tao tri thirc. Cac qubc
gia phat trién dan dau vé sb lugng va chat lugng cong bd, trong khi Viét Nam va nhiéu
nude dang phat trién van con han ché vé nghién ctru chuyén sau.

Két qua nghién ctru qudc té cho thiy trai nghiém sinh vién 13 yéu t6 quyét dinh su
hai long, long trung thanh va hinh anh thuong hi¢u cua truong, vi vy cac truong dai hoc
Viét Nam can coi viéc quan tri trai nghiém sinh vién la mot phan trong chién lugc dam
bao chit lugng. Xu hudng toan cau cling nhdn manh vai trd ciia cong ngh¢ va tri tu¢ nhan
tao trong hoc tap, dat ra yéu cau cho céc truong Viét Nam phai dau tu ha tang s6, ing
dung cong cu hoc tap truc tuyen va cong nghé Al dé c4 nhan hoa trai nghiém sinh vién.
Bén canh d0, trai nghiém sinh vién khong chi dimg ¢ sy hai 1ong ma con gin véi ning
luc d4u ra, do d6 cac truong can thiét ké chwong trinh dao tao gan véi thyc tién nghé
nghiép, tang cuong thuce tap, du an doanh nghiép va ky nang mem Kinh nghiém quc té
cung cho thay viéc chu trong dén sinh vién qudc té, sinh vién yéu thé va sinh vién khuyét
tat gitip nang cao uy tin va trach nhiém xa hoi cia truong, day la hudng di quan trong cho
cac truong Viét Nam trong bdi canh hoi nhap. Cudi cung, quan tri trai nghi¢m sinh vién
can dugc xem la cong cu dé cac truong cong 1ap tao su khéac bi¢t, nang cao stric canh tranh
v6i cac trudng tu thuc va qudc té, qua d6 xdy dyng thuong hiéu giao duc bén viing.

Trong bbi canh do, can c6 nhitng nghién ciru ban dia hoa nhim xay dyng thang
do pht hop véi vin héa - thé ché Viét Nam, dong thoi tép trung vao trai nghiém cua cac
nhém sinh vién yéu thé, sinh vién qudc té va sinh vién khuyét tat ¢é hudng dén mot nén
giao dyc toan dién. Bén canh do, viéc phan tich mdi quan hé giita trai nghiém sinh vién
va nang lyc nghé nghiép, su gan két voi doanh nghiép ciing nhur thuong hiéu nha truong
s& gitp khang dinh vai tro chién luoc ciia trai nghiém sinh vién trong nang cao chit lugng
va strc canh tranh cta gido duc dai hoc Viét Nam.

Tai liéu tham khao

AKkl, E. A., Khabsa, J., Iannizzi, C., Piechotta, V., Kahale, L. A., Barker, J. M.,
McKenzie, J. E., Page, M. J., & Skoetz, N. (2024). Extension of the PRISMA 2020
statement for living systematic reviews (PRISMA-LSR): Checklist and explanation.
BMJ, 387, e079183. https://doi.org/10.1136/bmj-2024-079183

Aparicio, G., Iturralde, T., & Maseda, A. (2019). Conceptual structure and
perspectives on entrepreneurship education research: A bibliometric review. European



https://doi.org/10.1136/bmj-2024-079183

H® Thi Huong Lan. Tap chi Khoa hoc Bai hoc M& Thanh phé H6 Chi Minh, S6 22 (Tap 1), s6 trang

Research  on  Management and  Business  Economics, 25(3), 105-113.
https://doi.org/10.1016/j.iedeen.2019.04.003

Assié-Lumumba, N. D. T. (2005). Critical perspectives on the crises, planned
change, and the prospects for transformation in African higher education. Journal of
Higher Education in Africa/Revue de [’enseignement supérieur en Afrique, 1-29.

Chen, C. (2006). CiteSpace II: Detecting and visualizing emerging trends and
transient patterns in scientific literature. Journal of the American Society for Information
Science and Technology, 57(3), 359-377. https://doi.org/10.1002/as1.20317

Collago, C. M. (2017). Increasing student engagement in higher education.
Journal of Higher Education Theory and Practice, 17(4), 40—47.

Cownie, F. (2019). What drives students’ affective commitment towards their
university? Journal of Further and Higher Education, 43(5), 674-691.
https://doi.org/10.1080/0309877X.2017.1394988

Donthu, N., Kumar, S., Mukherjee, D., Pandey, N., & Lim, W. M. (2021). How
to conduct a bibliometric analysis: An overview and guidelines. Journal of Business
Research, 133, 285-296. https://doi.org/10.1016/].jbusres.2021.04.070

Douglas, J. A., Douglas, A., McClelland, R. J., & Davies, J. (2015).
Understanding student satisfaction and dissatisfaction: An interpretive study in the UK
higher education context. Studies in Higher Education, 40(2), 329-349.
https://doi.org/10.1080/03075079.2013.842217

Ertl, H., Hayward, G., & Hoelscher, M. (2008). The student learning experience
in higher education. Literature Review Report for the Higher Education Academy.

Holbrook, M. B., & Hirschman, E. C. (1982). The experiential aspects of
consumption: Consumer fantasies, feelings, and fun. Journal of Consumer Research,
9(2), 132-140. https://doi.org/10.1086/208906

Jia, S., & Bava Harji, M. (2023). Themes, knowledge evolution, and emerging
trends in task-based teaching and learning: A scientometric analysis in CiteSpace.
Education and Information Technologies, 28(8), 9783-9802.
https://doi.org/10.1007/s10639-023-11586-y

Kahn, P. E. (2014). Theorising student engagement in higher education. British
Educational Research Journal, 40(6), 1005—1018. https://doi.org/10.1002/ber].3121

Kahu, E. R., Picton, C., & Nelson, K. (2020). Pathways to engagement: A
longitudinal study of the first-year student experience in the educational interface. Higher
Education, 79(4), 657—673. https://doi.org/10.1007/s10734-019-00429-4

Khanna, M., Jacob, 1., & Yadav, N. (2014). Identifying and analyzing touchpoints
for building a higher education brand. Journal of Marketing for Higher Education, 24(1),
122-143. https://doi.org/10.1080/08841241.2014.920460

Krassadaki, E., & Matsatsinis, N. F. (2017). Analysing and measuring students’
experiences. 2017 IEEE Global Engineering Education Conference (EDUCON). IEEE.

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer experience
throughout the customer journey. Journal of Marketing, 80(6), 69-96.
https://doi.org/10.1509/jm.15.0420



https://doi.org/10.1016/j.iedeen.2019.04.003
https://doi.org/10.1002/asi.20317
https://doi.org/10.1080/0309877X.2017.1394988
https://doi.org/10.1016/j.jbusres.2021.04.070
https://doi.org/10.1080/03075079.2013.842217
https://doi.org/10.1086/208906
https://doi.org/10.1007/s10639-023-11586-y
https://doi.org/10.1002/berj.3121
https://doi.org/10.1007/s10734-019-00429-4
https://doi.org/10.1080/08841241.2014.920460
https://doi.org/10.1509/jm.15.0420

Tén tac gid. Tap chi Khoa hoc Pai hoc M& Thanh phd HS Chi Minh, S6(Tap), s6 trang

Liu, X., Ping, S., & Gao, W. (2019). Changes in undergraduate students’
psychological well-being as they experience university life. International Journal of
Environmental Research and Public Health, 16(16), 2864.
https://doi.org/10.3390/ijerph16162864

Luo, Z., Wu, S., Fang, X., & Brunsting, N. C. (2019). International students’
perceived language competence, domestic student support, and psychological well-being
at a U.S. wuniversity. Journal of International Students, 9(4), 954-971.
https://doi.org/10.32674/1is.v0i10.605

Meyer, C., & Schwager, A. (2007). Understanding customer experience. Harvard
Business Review, 85(2), 116—-126.

Maditati, D. R., Munim, Z. H., Schramm, H.-J., & Kummer, S. (2018). A review
of green supply chain management: From bibliometric analysis to a conceptual
framework and future research directions. Resources, Conservation and Recycling, 139,
150-162. https://doi.org/10.1016/j.resconrec.2018.08.004

Masika, R., & Jones, J. (2016). Building student belonging and engagement:
Insights into higher education students’ experiences of participating and learning
together. Teaching in Higher Education, 21(2), 138-150.
https://doi.org/10.1080/13562517.2016.1120826

Matus, N., Rusu, C., & Cano, S. (2021). Student eXperience: A systematic
literature review. Applied Sciences, 11(20), 9543. https://doi.org/10.3390/app11209543

Ng, I. C. L., & Forbes, J. (2009). Education as service: The understanding of
university experience through the service logic. Journal of Marketing for Higher
Education, 19(1), 38—64. https://doi.org/10.1080/08841240902904703

Oakeshott, M. (2017). The idea of a university. In Academic ethics (pp. 9—16).
Routledge.

Ostrom, A. L., Bitner, M. J., & Burkhard, K. A. (2011, October). Leveraging
service blueprinting to rethink higher education: When students become ‘“‘valued
customers,”’ everybody wins. Center for American Progress.
https://www.americanprogress.org/article/leveraging-service-blueprinting-to-rethink-
higher-education

Page, M. J., McKenzie, J. E., Bossuyt, P. M., Boutron, 1., Hoffmann, T. C.,
Mulrow, C. D., ... & Moher, D. (2021). The PRISMA 2020 statement: an updated
guideline for reporting systematic reviews. bmj, 372.

Passas, 1. (2024). Bibliometric analysis: The main steps. Encyclopedia, 4(2).
https://doi.org/10.3390/encyclopedia4020045

Stodnick, M., & Rogers, P. (2008). Using SERVQUAL to measure the quality of
the classroom experience. Decision Sciences Journal of Innovative Education, 6(1), 115—
133. https://doi.org/10.1111/1.1540-4609.2007.00162.x

Verhoef, P. C., Lemon, K. N., Parasuraman, A., Roggeveen, A., Tsiros, M., &
Schlesinger, L. A. (2009). Customer experience creation: Determinants, dynamics and
management strategies. Journal of Retailing, 85(1), 31-41.
https://doi.org/10.1016/].jretai.2008.11.001



https://doi.org/10.3390/ijerph16162864
https://doi.org/10.32674/jis.v0i0.605
https://doi.org/10.1016/j.resconrec.2018.08.004
https://doi.org/10.1080/13562517.2016.1120826
https://doi.org/10.3390/app11209543
https://doi.org/10.1080/08841240902904703
https://www.americanprogress.org/article/leveraging-service-blueprinting-to-rethink-higher-education
https://www.americanprogress.org/article/leveraging-service-blueprinting-to-rethink-higher-education
https://doi.org/10.3390/encyclopedia4020045
https://doi.org/10.1111/j.1540-4609.2007.00162.x
https://doi.org/10.1016/j.jretai.2008.11.001

H® Thi Huong Lan. Tap chi Khoa hoc Bai hoc M& Thanh phé H6 Chi Minh, S6 22 (Tap 1), s6 trang

Wider, W., Tan, F. P., Tan, Y. P., Lin, J., Fauzi, M. A., Wong, L. S., Tanucan, J.
C. M., & Hossain, S. F. A. (2024). Service quality (SERVQUAL) model in private higher
education institutions: A bibliometric analysis of past, present, and future prospects.

Social Sciences and Humanities Open, 9, 100805.
https://doi.org/10.1016/j.ssah0.2024.100805

Yusof, F., Kamarul Arifain, S. M., Aziz, S., Suhaini, N., Malek, M. A. A., &
Abidin, N. H. Z. (2022). Social support and psychological well-being among students in
higher education institutions. International Journal of Academic Research in Business
and Social Sciences, 12(11), 1443-1452. https://doi.org/10.6007/IJARBSS/v12-
i11/15668

Zha, D., Marvi, R., & Foroudi, P. (2024). Embracing the paradox of customer
experiences in the hospitality and tourism industry. International Journal of Management
Reviews, 26(2), 163—186. https://doi.org/10.1111/ijmr.12343

[©ONele

‘ © 2026 The Author(s). Published by Tap chi Khoa hoc Pai hoc M& Thanh phd
HO Chi Minh — Khoa hoc xa hoi. This article is licensed under CC BY-NC 4.0.



https://doi.org/10.1016/j.ssaho.2024.100805
https://doi.org/10.6007/IJARBSS/v12-i11/15668
https://doi.org/10.6007/IJARBSS/v12-i11/15668
https://doi.org/10.1111/ijmr.12343
https://creativecommons.org/licenses/by-nc/4.0/

