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“What could be more natural than taking your dad to the pub on Fathers’
Day and sharing a pint with him?” Marston‘s Des Gallagher, page 52

Stirrup
a SuCcess

Steve Keegan, licensee of the White Horse, in
Richmond, Surrey, talks Malbec, Fish & Chip
Fridays and live music with Sheila McWattie

How I got here

The White Horse is a secluded, local
gastropub with a lovely garden, five
minutes from Richmond tube sta-
tion. I started working in pubs at the
age of 14, becoming Mitchells & But-
lers’ youngest manager at 21, then
mainly managed entertainment-led
businesses, but I always had a real
passion for food.

Joining Fuller’s in 2009 offered the
opportunity to move away from a
structured company format with
branded menus towards the free-
dom of producing a food offer here.
We're friendly, flexible and welcome
a broad customer base, from fami-
lies, business people, couples, drink-
ers and dog-owners to mother-and-
toddler groups and formal diners.
Total sales have grown by more than
30% in the past two years.

Achieving business growth
Head chef Peter Mack and I arrived
at the same time, and adopted a two-
pronged approach to improving the
White Horse, which was one of Full-
er’s lowest-performing businesses.

While Peter focuses on achieving

consistent, quality food with his
whole kitchen team, I concentrate on
our front-of-house team and market-
ing the pub.

We plan and review events, staff-
ing and menus on a three-monthly
cycle, producing our own website,
holding Sunday live-music nights
with a range of excellent entertain-
ment such as some of the West End
cast of Wicked, and creating a very
relaxed, efficient service. We've
employed some great people — cus-
tomers return for the staff as much
as for the food.

When recruiting
front-of-house staff,
prioritise attitude,
personality and
application — you
can teach therest

Service secrets

It all starts with recruitment: if a
superstar turns up asking for a
job, interview them, and if they’re
good, hire them, even if you don’t
have the space right then.
Remember that great people are
hard to come by.

Never stop training. Know your
customers and tailor service
accordingly — some want a
three-course meal and full
restaurant service, some prefer
a beer and burger and to be
left alone.

Biggest mistake
Afternoon tea. | didn’t think it

through well enough and my
execution wasn’'t amazing. If you
can’t do something very well,
there’s no point. So | pulled it after
a week or so, the staff ate all the
cakes and that was that. Might give
it another go — if at first you don’t
succeed...

Successful marketing

and PR ideas
Our staff are our biggest marketing

tool. | make sure they know what’s

going on here and they not only
serve our customers, but really sell
the whole pub. We don’t just
maximise sales — we work on
making sure customers return and
tell their friends.

Credit check
We go through thousands of

napkins a month. By trying
various types and going for
quality pre-folded napkins,
we’re saving loads of labour and
£17 per box — that’s £2,000

per year.

Staff motivation
For chefs, fix any mistakes quickly

during service and deal with the
real problems afterwards. Always
acknowledge when front-of-
house staff do something well.

It sounds so simple, but goes a
long way.

Couldn’t live without...
Our coffee machine. Matthew

Algie rents it to us as long as we
buy the company’s wonderful
Fairtrade beans.
www.matthewalgie.com
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