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Subject of research Satisfaction and expectation of forklift users in the Eastern Industrial
Estate area. Objective 1) To study the population characteristics of forklift users in the Eastern
Industrial Estate. 2) To study the factors affecting the level of satisfaction. And expectation of
using forklift service in the Eastern industrial estate area 3) To compare satisfaction and
expectation of using forklift service in the Eastern Industrial Estate. Collect information from
questionnaires. that is a questionnaire and is a Rating scale 1-5 levels. By specifying the sample
that is a probability model The sample size consisted of 428 people. The statistics used in the
analysis were The percentage, mean, and standard deviation (SD) also tested the hypothesis.
One-way ANOVA statistics and a paired t-test for the median difference of two independent

populations.

The results of the research showed that the satisfaction of the forklift users in terms of
the quality of the present service was found that the reliability of the service providers.
(Reliability) mean 2.7070 was in the level of moderate satisfaction (SD was 0.48185). Assurance
of the mean was 2.6916 was in the level of moderate satisfaction (SD was 0.53314). Service
(Responsiveness) mean was 2.6752 in the level of moderate satisfaction (S.D equal 0.53701).
Empathy in the service (Empathy) mean was 2.6551 in the moderate satisfaction level (SD equal
0.52296) and the image. The organization of the service provider (Tangibles) mean of 2.6162 was
in the moderate satisfaction level (SD: 0.05705), respectively, and the satisfaction of the forklift
users in the marketing mix (7Ps) of all 7 aspects were found that Product average of 3.0178 was
moderate (SD was 0.53703) Personnel mean was 2.7749 moderate level (SD 0.70607) Physical
Evidence and Presentation. The mean of 2.6998 was in the moderate level (SD was 0.63013).
The distribution channel (place) The mean was 2.6698, it was moderate (SD was 0.56619). In the
marketing promotion (Promotion) the mean was 2.6548 in the medium level. (SD equal to
0.53218) Process of service The average price (SD was 0.49145) and the price mean was 2.6192,

it was moderate (SD was 0.57346), respectively.

And found that the factors of service quality and marketing mix When comparing the

satisfaction with the previous service provider organization and the expectation with the new



service provider, the study found that customer satisfaction and expectation is the first priority.

Is the product (Product) and the reliability of the service organization (Reliability)

Recommendations The service organization should focus on the age, job title and
working life or work experience of the service user, which affects the decision of the service
provider. And must be aware of the product factor and the reliability of the service organization.

This affects the satisfaction and expectation of forklift users.
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