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Tém tit — Nghién ciru tip trung vao thuc trang va xay dung hé thong giai phap chién lugc nham
hoan thién cong tac quan tri quan h¢é nguoi hoc danh riéng cho nganh Quan tri kinh doanh tai Trudng
Dai hoc Kinh té Cong nghiép Long An. Dya trén nén tang 1y thuyét quan tri chién lugc ciia Pearce &
Robinson, két hop véi M6 hinh nhan dién — phan biét — twong tac — ca nhan hoa (IDIC) va céc chi s6 do
luong gia tri vong doi khach hang, nghién ctru tién hanh phan tich dir liéu thir cip va SO cép giai doan
2023-2025. Két qua chi ra rang mic du nganh Quan tri kinh doanh da c¢6 nhiing budce tién trong viéc cai
thién chit lwong dich vu dao tao, nhung sy thiéu hut trong viéc img dung cong nghé phan tich dit liéu
du bao va ca nhan hoa 19 trinh hoc tdp dang tao ra rao can cho sy phat trién bén vitng. Nghién ctru dé
xuit hé théng Smart SRM tich hop mé hinh du bao rdi bo véi d6 chinh xac ky vong trén 90%, gitp
chuyén ddi tir hd tro bi dong sang can thiép chu dong, tdi wu hoa gia tri vong doi ngudi hoc tai Trudng
Pai hoc Kinh té Cong nghiép Long An.

Tir khéa — Quan tri chién luoc, quan tri quan h¢é nguoi hoc, quan tri kinh doanh, Pearce &
Robinson.

Abstract — This study examines the current state and develops a system of strategic solutions to
enhance learner relationship management specifically for the Business Administration program at Long
An University of Economics and Industry. Drawing on the strategic management theoretical framework
of Pearce and Robinson, combined with the Identify—Differentiate—Interact—Customize (IDIC) model
and key customer lifetime value (CLV) metrics, the research analyzes both secondary and primary data
from the 2023-2025 period. The findings indicate that although the Business Administration program
has made notable progress in improving the quality of training services, deficiencies in the application
of predictive data analytics and personalized learning pathway technologies remain significant barriers
to sustainable development. The study proposes a Smart SRM system that integrates a churn prediction
model with an expected accuracy of over 90%. This system facilitates the transition from passive
support to proactive intervention, thereby optimizing the lifetime value of learners at Long An
University of Economics and Industry.

Keywords — Strategic management, student relationship management, business administration,
Pearce & Robinson.

1. Giéi thiéu hoc Kinh té Cong nghiép Long An da xic dinh
nganh QTKD 1a mét trong nhiing nganh mili
nhon. Theo Pearce va Robinson [3], cac co so&
giao duc dai hoc hién nay khong chi canh tranh
vé chuong trinh dao tao ma con canh tranh vé trai
nghiém nguodi hoc (Student Experience), xem
nguoi hoc nhu mét “khach hang dac biét” trong
moi truong gido duc dai hoc.

Trong bdi canh toan ciu hoa va sy bing nd
ctia nén kinh té sd, giao duc dai hoc tai Viét Nam
dang chuyén dich manh mé tir mé hinh "cung cap
nhitng gi minh c6" sang "cung cép nhiing gi
ngudi hoc can". Nganh quan tri kinh doanh (goi
tat 1a QTKD) voi dic thu 1a nganh dio tao co tinh
canh tranh cao nhét, doi hoi céc co s6 giao duc
phai khong ngimg d6i méi tu duy quan tri. Tai Tinh cip thiét ciia nghién ctru niy xuét phat
khu vuc Ddng bang séng Ciru Long, Truong Pai  tir thyc té ty 1¢ sinh vién chuyén trudong hodc bo
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hoc gitra chimg trong khdi nganh kinh té c6 xu
huéng gia ting do ap lyc tai chinh va sy thiéu
dinh huodng. Viéc ap dung SRM (Student
Relationship Management) khong chi 1a cai dat
mot phﬁn mém ma 13 thuc thi mot chién lugc 1éy
ngudi hoc lam trung tim dé t6i wu hoa gia tri tai
san sinh vién cho nha truong.

2. Co s6'ly luan va khung nghién ciru

2.1. Qudn tri chién lwoc theo quan diém
Pearce & Robinson

Theo Pearce & Robinson, quan tri chién lugc
(QTCL) la qué trinh bao gom tdp hop céc quyet
dinh va hanh dong quan tri nham xdy dung, trién
khai va dénh gia cac chién lugc dé gitip t6 chirc
dat dugc muyc ti€u dai han [1]. QTCL khoéng chi
don thuén 1a viéc 1ap ké hoach ma con bao gom
qué trinh phan tich moi truwong, xac dinh lgi thé
canh tranh, lua chon chién luoc phu hop va td
chirc thuc hién chién luge mot cach hiéu qua.
Thong qua QTCL, t6 chirc c6 thé chu dong thich
g v6i su bién dong ciia moi trudng kinh doanh,
néng cao hiu qua hoat dong va duy tri sy phat
trién bén viing.

Trong linh vuc gido duc dai hoc, QTCL ngay
cang gilt vai trd quan trong trong viéc nang cao
chat luong dao tao va ting cudng kha ning canh
tranh giita cac co so gido duc. Di voi hoat dong
Quan tri quan h¢ ngudi hoc (Student Relationship
Management — SRM), viéc van dung quan diém
QTCL gitp nha trudong xay dung hé théng quan
1y ngudi hoc theo hudng hién dai, 1dy nguoi hoc
lam trung tam va tdng cudng trai nghiém hoc tap
toan dién. Pong thoi, QTCL con hé trg nha
truong trong viée du bao nhu cau ngudi hoc, néng
cao mirc d6 hai long va gia ting su gan két giita
sinh vién vdi co s& dao tao.

Theo Pearce va Robinson [3], QTCL bao
gdm cac giai doan phan tich méi trudng, xay
dung, thyc thi va danh gia chién luoc. Nghién
ctru van dung quan diém nay dé xem sinh vién
khong chi 1a ngudi hoc ma con 1a “tai san chién
lugc” cua nha truong. Theo hudng tiép can
Resource-Based View (RBV), loi thé canh tranh
cua nganh Quan tri kinh doanh tai Truong Dai
hoc Kinh té Cong nghiép Long An khong chi
nam & chuong trinh dao tao ma con ¢ nang luc
khai thac dir liéu nguoi hoc dé ca nhan hoa dich
vu hd trg va nang cao trai nghiém sinh vién. Theo
do, chién luge SRM giup tao sy phu hop gitra
ning luc sé hoéa cua nha truong va nhu ciu ca
nhén hoa cia thé hé Gen Z.

Nghién ciru tép trung vao ba giai doan cot 16i:
(1) phén tich moi truong bang moé hinh SWOT; (2)
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lua chon chién luge SRM tich hop dua trén dir
liéu nguoi hoc; va (3) thuc thi chién luoc thong
qua hé théng Student 360, mdé hinh Churn
Prediction va chuan hoa quy trinh chim soc
nguoi hoc theo ISO 9001:2015.

2.2. M6 hinh IDIC trong moéi trwong dai
hoc

Mo hinh IDIC dugc dé xuit boi Don Peppers
va Martha Rogers trong linh vuc quan tri quan hé
khach hang (Customer Relationship Management
— CRM). Theo Peppers va Rogers [9], to chirc can
xdy dung mbi quan hé dai han vé&i khach hang
thong qua hoat dong nhén dién, tuong tac va ca
nhan hoa nham gia ting gia tri va mic do trung
thanh. Trong méi truong gido duc dai hoc, nguoi
hoc dwoc xem la nhom ‘khach hang dac biét’
trong giao duc dai hoc can dugc quan trj mdi
quan hé theo dinh hudng dai han [6]. MO hinh
IDIC bao gém bdn thanh phan chinh: Identify
(Nhéan dién), Differentiate (Phan biét), Interact
(Tuong tac) va Customize (Ca nhan hoa).

Trong mdi truong giao duc dai hoc, nghién
ctru nay van dyng mo6 hinh IDIC vao hoat dong
Quan tri quan hé nguoi hoc (Student Relationship
Management — SRM) [8]. Cu thé, nha trudng can
nhan dién day du thong tin nguoi hoc; phan loai
sinh vién dya trén nhu ciu va muc do tham gia
hoc tép; tang cuong tuong tac thong qua cac nén
tang so; dong thoi ca nhan hoa hoat dong hd tro
hoc tap va dinh hudng nghé nghiép phu hop véi
tung nhom sinh vién. Viéc ap dung mo hinh IDIC
gop phan nang cao trai nghiém nguoi hoc, cai
thién mirc d6 hai 1ong va ting cudng su gin két
gitta sinh vién voi nha truong.

2.3. Thuyét ky vong va sw hai long ciia
nguwoi hoc

Theo Kotler va Keller [6], viéc tao ra gia tri
cho ngudi hoc va duy tri mbi quan hé lau dai véi
ngudi hoc 1a yéu té quan trong gitp to chirc nang
cao nang lyc canh tranh. Trong mdi truong giao
duc dai hoc, nguodi hoc dugc xem la trung tdm
cua qua trinh cung cép dich vu dao tao va 1a dbi
tuong can dugc quan tri quan hé theo dinh huéng
phat trién bén vimng.

Theo Parasuraman va cong sy [7], mo hinh
SERVQUAL gitip t& chirc x4c dinh cac khoang
cach trong chét luong dich vu nham cai thién trai
nghiém va mirc do hai long cua nguoi su dung
dich vy [8]. Viéc van dung SERVQUAL trong
giao duc dai hoc cho phép co sé dao tao danh gia
chat lugng dich vy thong qua cam nhan cua ngudi
hoc ddi voi hoat dong giang day, hd tro hoc tap
va moi truong hoc tap.
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Trong nghién ctru nay, sy hai long cua sinh
vién nganh QTKD duogc danh gia thong qua nam
thanh phan cia SERVQUAL gdm: Su tin cdy
(Reliability), Kha nang dap ing (Responsiveness),
Néng luc phuc vu (Assurance), Su déng cam
(Empathy) va Phuong tién hitu hinh (Tangibles).
Viéc ap dung mo hinh SERVQUAL gitip xac
dinh cac yéu t6 anh huong dén trai nghiém nguoi
hoc, tir d6 d& xuat giai phap nang cao chat lugng
dao tao va hoan thién chién luoc Quan tri quan hé
nguoi hoc (SRM).

2.4. Khung nghién ciru chién lwoc SRM
nganh QTKD — Truong DLA

Nghién cuu dugc xay dung dua trén su Kkét
hop giita 1y thuyét QTCL ctia Pearce & Robinson,
mo hinh IDIC va cac cong nghé phan tich dir li€u
trong giao duc dai hoc nham hinh thanh hé thong
Quan tri quan hé nguoi hoc (SRM) theo dinh
huéng chuyén ddi so.

MO HINH QUAN TRI CHIEN LUGC PEARCE & ROBINSON

QUAN TRICHIEN LUGC

SWOT +PASTEL

l

MO HINH IDIC
(Identify — Differentiate— Interact— Customize)

L A
PHAN TICHDU LIEU NGUGIHOC

SRM THONG MINH (SMARTSRM)
(Student 360 + AT ChurnPrediction + Recommendation System)

A A
NANG CAO TRAINGHIEM VA DUY TRINGUGIHOC

Hinh 1. Khung nghién ciru chién liwge SRM nganh QTKD
— Truwong DLA

Khung nghién ctru thé hién mdi quan hé giita
ly thuyét QTCL ciia Pearce & Robinson voi md
hinh IDIC va céc cong nghé phén tich dir liéu
trong hoat dong Quén tri quan hé ngudi hoc
(SRM). Trén co so d6, nghién ctru dé xuat hé
thong giai phap chién lugc nhim nang cao trai
nghiém, mic d6 hai long va kha nang duy tri
nguoi hoc tai nganh QTKD — Truong DLA.

3. Phwong phap nghién ctru

Nghién ciu dugc thuc hién theo phuong
phap dinh tinh nham phén tich thyc trang va dé
xuit giai phap chién lwoc Quan tri quan hé ngudi
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hoc (SRM) cho nganh QTKD tai Truong DLA.
Dir liéu nghién ctru dugc thu thap thong qua
phong vén sau va phan tich tai lidu thir cp.

Phuong phap phong van sau duoc sir dung
dbi voi cac chuyén gia quan 1y gido duc, lanh dao
khoa va can bd phu trach cong tac sinh vién nham
danh gia thyc trang hoat dong SRM, kha ning
trmg dung cong nghé sd va ning luc thuc thi chién
lugc cta nha truong. Noi dung phong van tap
trung vao cac van dé nhu quan 1y dir liéu nguoi
hoc, murc d6 twong tac gitra nha truong voi sinh
vién, hoat dong hd trg hoc tap va dinh huong phat
trién SRM trong bdi canh chuyén doi sb.

Bén canh d6, nghién ctru con st dung dir licu
thir cp tir cac bao cao cuia Phong Dao tao, Phong
Cong tac sinh vién va cac tai liéu ndi bo cua nha
truong giai doan 2023-2025 nhim b sung co s&
phan tich va ddi chiéu thong tin nghién ctru. Cac
dir liéu sau khi thu thép dugc tong hop, phan tich
va ma hoa theo chu dé dé xac dinh cac van dé
trong tAm va dé xuét giai phap phu hop cho chién
Irgec SRM.

4. Phan tich thwc trang SRM tai nganh Quén
tri kinh doanh — DLA

4.1. Phdn tich méi trwong kinh doanh gido
duc (PESTEL)

Mo hinh PESTEL dugc st dung dé phén tich
cac yéu t6 moi truong vi mé anh hudng dén hoat
dong cua td chire, bao gém cac yéu td chinh tri,
kinh té, x4 hoi, cong nghé, méi truong va phap ly
[5]. Trong linh vuc gido duc dai hoc, mé hinh nay
gitp nhén dién co hoi va thach thirc ddi voi hoat
dong dao tao va phat trién ngudn nhan lyc.

Tai tinh Long An, qua trinh cong nghiép hoa
va thu hat dau tu dang tao ra nhu cau 16n vé
ngudn nhan lyc quan 1y va kinh doanh chit luong
cao. Theo bio cdo cua tinh Long An, dén niam
2024 dia phuong c6 36 khu cong nghiép voi gan
200.000 lao dong dang lam viéc va tiép tuc mo
rong quy md dau tu coéng nghiép [4]. Diéu nay
mé ra co hoi phat trién cho nganh QTKD trong
viéc dao tao ngudén nhan lyc phuc vu doanh
nghiép. Tuy nhién, sy mé rong hoat dong cua
nhiéu truong dai hoc tir thanh phé H6 Chi Minh
sang cac tinh lan can ciing lam gia tang ap luc
canh tranh trong linh vuc gido duc dai hoc.

4.2. Phén tich cdc chi so6 ngwoi hoc nganh
Qudn tri kinh doanh

DPé danh gia thuc trang hoat dong Quan tri
quan hé nguoi hoc (SRM), nghién ciru tién hanh
phan tich mot s6 chi s6 van hanh quan trong cua
nganh QTKD giai doan 2023-2025, bao gém sO
luong tuyén sinh méi, ty 1& bao luu/nghi hoc va
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chi sb hai long sinh vién (CSI). Cac chi sb nay
phan anh hiéu qué thu hit va duy tri nguoi hoc
cua nganh QTKD.

Két qua thong ké cho thiy s luong tuyén
sinh cta nganh QTKD duy tri xu huéng 6n dinh
qua cac nam, trong khi ty 1€ bao luu/nghi hoc cé
su bién dong nhat dinh do anh hudng cua yéu td
tai chinh, 4p luc hoc tdp va dinh hudng nghé
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nghiép cua sinh vién. Dong thoi, chi sé hai long
sinh vién (CSI) c6 xu hudng tang nhe nho viéc
cai thién chit lugng giang day, co so vét chat va
hoat dong hd tro nguoi hoc. Tuy nhién, mbi quan
hé nghich gitra ty 1€ nghi hoc va mic d¢ hai long
cho thdy nha truong can tiép tuc hoan thién chién
luvoc SRM nham nang cao trai nghiém hoc tap va
tang cuong kha nang duy tri sinh vién [1].

Bing 1: Théng ké cdc chi sé sinh vién nganh QTKD giai doan 2023—2025

Chi tiéu Nim 2023 Nim 2024 Nim 2025
SO Iugng tuyén sinh méi 53 45 50
Ty 1€ bao luu / nghi hoc 1.9% 0% 0%
Chi s6 hai long sinh vién (CSI) 3.72/5 3.95/5 4.18/5

(Nguon: Bao céo ndi by Khoa KTKDQT, 2023-2025)

Bdng 2. Danh gia hoat dopng SRM theo mé hinh IDIC tgi nganh QTKD — Truwong DLA

Han ché

Dir liéu con roi rac, thiéu thong

tin hanh vi va tdm ly

Thanh phan IDIC Thuc trang hién nay
Identify (Nhén dién) ba luu trit dir li€u sinh vién tur khi
nhap hoc
Differentiate (Phan Phan nhom sinh vién uu ta, ti€u

biét) chuan va rui ro

Chua c6 cong cu phan tich dit liéu
tu dong

Interact (Twong tac)
Facebook, LMS

Tuong tac qua cb6 van hoc tép,

Chua c6 hé thong canh bao so6m

Customize (Ca nhan
hoa)

C6 hoc bong va ho tro hoc phi

Chua ca nhén hoa 19 trinh hoc tép
theo dir liéu

Vén dung mo6 hinh IDIC cua Don Peppers va
Martha Rogers (2004), nghién ctru danh gia hoat
dong quan tri quan h€ ngudi hoc tai nganh QTKD
— Truong DLA qua bén giai doan: Nhan dién,
phan biét, tuong tac va ca nhan hoa nguoi hoc.

Nhan dién nguoi hoc (Identify): Truong
DLA di trién khai hé thong luu trit dir liéu sinh
vién tu khi nhap hoc. Tuy nhién, dit li€u con roi
rac, chi yéu phuc vu quan 1y hanh chinh va chua
cap nhat ddy du cac thong tin vé tim 1y, tai chinh
hay dinh huéng nghé nghiép cua nguoi hoc.

Phan biét nguoi hoc (Differentiate): Nganh
QTKD phan chia sinh vién thanh ba nhém: nhém
wu ta, nhom tiéu chudn va nhém rii ro nham hd
trg phu hop véi nhu cu cua ting dbi tuong.
Trong d6, nhom rui ro 1a nhom cé nguy co nghi
hoc cao va can duoc quan tim nhiéu hon.

Tuong tac voi nguoi hoc (Interact): Hoat
dong tuwong tac duoc thuc hién qua c6 van hoc tap,
mang xa hoi va cac budi dbi thoai voi sinh vién.
Tuy nhién, viéc hd trg nhom sinh vién rii ro van
con bi dong do chua co hé théng canh bao s6m
hi¢u qua.

Ca nhan hoéa dich vu dao tao (Customize):
Nha truong di ap dung mot sd chinh sach nhu
hoc bdng cho sinh vién giodi va hd tro hoc phi cho
sinh vién kho khan. Tuy nhién, muc d§ ca nhan

(Nguon: Tac gia tong hgp va phan tich, 2025)

héa con han ché va chua dya nhiéu trén dir liéu
nguoi hoc.
5. Cac yéu t6 anh hwéng va thach thirc chién
luge

Dua trén phan tich SWOT, hoat dong Quan
tri quan hé nguoi hoc (SRM) nganh QTKD -

Truong DLA chiu tac dong boi nhiéu yéu té nodi
tai va moéi truong bén ngoai.

Bdng 3. Phan tich SWOT déi véi hoat dpng SRM nganh
OTKD — Truong DLA

Noi dung M6 ta
Piém manh | Doi ngii giang vién c6 kinh
(Strengths) | nghiém thuc tien; Co lién

két doanh nghiép tai Long
An; Sinh vién d& tiép can
¢d van hoc tap

Dir liéu nguoi hoc phan tan;

Piém yeu

(Weaknesses) | Chua c¢6 hé  théng
SRM/CRM chuyén biét;

Mirc d6 sb hoa con thap
Co hoi Xu huéng chuyén doi sb
(Opportunitie | gido duc; Nhu cau nhan lyc
s) QTKD tang; Chinh sach hd
trg chuyén ddi sé cua tinh

Long An

Thach thive | Canh tranh tuyén sinh tur
(Threats) cac truong dai hoc khac;

Ap luc hoc phi; Sinh vién
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dé chuyén truong hoic nghi
hoc
(Nguon: Phong van chuyén gia va phan tich tac gia, 2025)

V& diém manh, nganh QTKD s¢& hitu doi
ngil giang vién c6 kinh nghiém thyc tién va c6
mdi lién két twong dbi tot véi doanh nghiép tai
tinh Long An. Pay la diéu kién thuan loi dé ting
cuong hoat dong cb vin nghé nghiép, thuc tip va
hd trg viéc 1am cho sinh vién.

Tuy nhién, diém yéu 16n nhét hién nay 1a ha
tﬁng s6 hoa phuc vu SRM chua déng bo, dir liéu
ngudi hoc con phan tan va chua c6 hé thong
CRM chuyén biét cho gido duc dai hoc. biéu nay
lam han ché kha nang phan tich dir liéu va ca
nhan hoéa dich vu ho trg sinh vién.

Bén canh d6, qua trinh chuyén ddi s6 cua
tinh Long An cung vé6i cic chinh sach hd trg
nghién ctru va ng dung céng nghé trong gido
duc tao ra co hoi thuan lgi dé nha trudng trién
khai cic m6 hinh SRM hién dai. Tuy nhién,
nganh QTKD ciing phai di mit voi ap luc canh
tranh ngay cang 16n tu cac truong dai hoc va
truong tu thuc cé chinh sach hoc bong hap dan
nham thu hat sinh vién chit luong cao. Vi vay,
viée xdy dung chién lugc SRM hiéu qua duoc
xem 1a yéu t6 quan trong dé nang cao ning luc
canh tranh va duy tri sy gin két cia nguoi hoc.

6. Giai phap chién lwgc hoan thién SRM giai
doan 2026-2030
6.1. Chién lwgc cong nghé

Nganh QTKD can xay dyung hé sinh thai dix
liéu “Student-Centric Data” thong qua viéc hinh
thanh kho di liéu tdp trung (Data Warehouse)
tich hop thong tin tir tuyén sinh, dao tao, thu vién,
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doan hoi va cuu sinh vién. Trén co s6 do, ung
dung Big Data d¢ xay dung ho so sinh vién 360
dd, ho tro phan tich hanh vi va nhu cau ngudi hoc.

6.2. Chién lwoc vin hanh

Nha truong can ung dung tri tué nhan tao
(Al) trong du bdo nguy co bo hoc (Churn
Prediction) nham phat hién sém sinh vién cé rui
ro cao dua trén cac chi s6 nhu diém danh, két qua
hoc tép, tan suat truy cap hé thong LMS va tinh
trang hoc phi.

P(Retention) = By + p1*(Attendance) +
B2*(GPA) + B3*(LMS_Interact) + f4+*(Finance)
+e

Trong do:

+ P(Retention): Xac suat duy tri hoc tap
cua nguoi hoc;

*  Po: Hing s6 ciia mé hinh;

« Attendance: Mirc d6 chuyén cin cua sinh
vién;

« GPA: Piém trung binh hoc tép;

* LMS Interact: Muc d0 twong tac trén hé
thong hoc tap truc tuyén (LMS);

+ Finance: Yéu t tai chinh cta nguoi hoc;

« Pi...Bs: Hé s6 tac dong cua timg bién doc
lap;

« ¢ (epsilon): Sai sb ngiu nhién cua mod
hinh.

Khi x4c sudt rii ro vuot ngudng cho phép,
hé thong s& tu dong gui canh bao cho ¢b van hoc
tap de trién khai cac bién phap hd tro kip thoi nhu
tu van tAm 1y hodc hd tro tai chinh.

Bing 4. Cic chi s6 siv dung trong mé hinh duw bdo nguy co nghi hoc

Noi dung Mo ta
Piém manh Doi ngil giang vién c6 kinh nghiém thyc tién; C6 lién két doanh nghiép tai
(Strengths) Long An; Sinh vién dé tiép cin c¢d van hoc tap

Piém yéu Dir liéu nguoi hoc phan tan; Chua c6 hé théng SRM/CRM chuyén biét; Mtrc

(Weaknesses) d6 sb hoa con thép
Co hoi Xu huéng chuyén d6i sé gido duc; Nhu cau nhan luc QTKD ting; Chinh
(Opportunities) | sach hd trg chuyén d6i s6 cia tinh Long An

Thach thire Canh tranh tuyén sinh tir cac truong dai hoc khac; Ap luc hoc phi; Sinh vién

(Threats) d& chuyén truong hodc nghi hoc

6.3. Chién lwoc nhin sw

Nha truong can xay dung vin héa “chim soc
nguoi hoc” trong toan bd doi ngili giang vién va
can bd quan ly. Dong thoi, 4p dung co ché danh
gia va khen thuong dua trén mic do hai long cua
sinh vién nham nang cao chét lugng phuc vu va

(Nguon: Pé xudt mé hinh SRM cua tac gia, 2025)
tang cudng su gin két giita giang vién v6i ngudi
hoc.

6.4. Chién lwgc dio tao

Nganh QTKD can trién khai mo hinh ca
nhan hoa 10 trinh hoc tap va nghe nghi¢p cho sinh
vién tir ndm thr ba thong qua hé thong goi y hoc
tap (Recommendation System) Ung dung Al. Hé
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théng nay hd trg tu vAn hoc phﬁn tu chon, dinh
hudng nghé nghiép va dé xuat chuyén nganh phu
hop v6i nang luc, két qua hoc tap va so thich
nghé nghiép cua timg sinh vién trong céac linh vuc
nhu Marketing s, Quan tri nhan su hoac

Logistics va quan tri chudi cung tmg. Dong thoi,
taing cuong két ndi doanh nghiép dé xay dung
chuong trinh mentoring hd trg sinh vién trong
qud trinh hoc tap va dinh hudng nghé nghiép.

Bing 5. Pinh huéng chién lwoc hoan thign SRM nganh QTKD giai doan 2026-2030

Nhom As « R . S
chién lugc NOi dung trién khai Ky vong
Cong nghé | Xay dung Student 360 va Data Warehouse Pong bd dir liu nguoi hoc
Véan hanh | Ung dung Al dy bdo nghi hoc Gidm ty 1€ nghi hoc
Nhan sy | Xay dung van hoa cham s6c nguoi hoc 3%1‘% mirc d hai long sinh
Xay dung hé théng go1 y (Recommendation System) o
\ dua trén Al dé tu van hoc phan tu chon theo ning lyc va | Tang kha ndng gan két va
Pao tao y s A A . A s A
so thich ngh€ nghiép cua timg sinh vién trong cac dinh | viéc lam
hudng nhu Marketing s6, Quén tri nhan su va Logistics

(Nguon: Tac gia dé xuat theo Pearce & Robinson & IDIC, 2025)

7. Két luan

Chién lugc Quéan tri quan hé nguodi hoc
(SRM) theo quan diém citia John Pearce va
Richard Robinson khéng chi giap nganh QTKD —
Truong DLA nang cao hi¢u qua quéan ly ma con
gop phan xdy dung loi thé canh tranh bén ving
trong bdi canh giao duc dai hoc chuyén ddi sb.
Viéc ung dung cong nghé dit lidu, tri tué¢ nhan tao
va c4 nhan hoéa dich vu hd trg nguoi hoc s€ giup
nha truong nang cao trai nghi€m sinh vién, ting
mirc d6 hai 1ong va duy tri su gin két 1au dai giita
nguoi hoc voi co s¢ dao tao. Nghién cuu gop
phan mo rong hudng tiép can quan tri quan hé
nguoi hoc trong gido duc dai hoc thong qua viéc
tich hop mé hinh QTCL cua Pearce & Robinson
v6i mo hinh IDIC va cong nghé phan tich dir liéu
trong bdi canh chuyén d6i sé gido duc.
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