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The purpose of this essay is to explore the operation and function of The Plough and Harrow, a long-standing and historic public house located in Llansamlet, Swansea. Drawing on both academic research and personal experience as the current Kitchen Manager giving unique insider perspective. The essay will examine the history, concept, service style, menu design and customer feedback. The pub was selected for its historical roots, enduring community role, and adaptive strategies in response to shifts in the hospitality sector. It will also assess how effectively the Plough and Harrow meets the needs of its clientele and offer recommendations for maintaining or enhancing its reputation 

Key concepts such as restaurant operations, service style and menu influence will be defined and discussed in relation to the pub.  A historical photo shared highlighted it has been operating since the early 1900’s (Stott, 2025), offering a rich heritage blended with modern hospitality (Plough and Harrow ,2025). Comparing with nearby competitors and analysing strengths and weaknesses, the essay aims to provide an understanding of its role within the local dining landscape. 

The Plough is a well-known public house in Llansamlet. Across its tenure it has seen the area change from a farmstead rural community to a more industrialised suburban community (Swansea Council ,1995). Playing a meaningful part in Llansamlet’s social life often being described as a “community pub in every sense of the word”, where patrons are welcomed by friendly staff and a familiar atmosphere (TripAdvisor,2025). The local economy has shifted from coal mining and copper smithing to large industry and retail hubs, with larger projects planned for the area (RJ Chartered Surveyors,2023). Several suburban estates have been built in the past two decades seeing increased footfall to the area with major employers such as the DVLA and Morriston Hospital increasing the residential population. This reflects the broader regional trend in the South Wales Valleys seeing a significant shift in physical landscape as well as community identity (David ,2006). Despite these changes, the Plough and Harrow continues to be a community hub, adapting to the changing economic and social circumstances with increased whilst also preserving its historic character. For example, it has adopted modern hospitality practices such as online app ordering and accessible features and facilities enabling a broader customer satisfaction. 

Marston’s brewery has been the business operator for a number of years although it was difficult to find evidence of the exact takeover date. Uniquely among Marston’s pubs, only the bar is Marston’s operated whilst the kitchen is run by the landlord, Gemma Parkin. This arrangement allows the landlord to develop and produce their own menu and food without the usual restrictions given by the operator. This is a hybrid operating model that reflects franchising dynamics, giving decentralised control permits the landlord to tailor its offerings to consumers which enhances consumer satisfaction and drives performance (Ackermann, 2024). This aligns with local expertise theory, which suggests that independent local operators are better positioned to tailor their offerings to their clientele as opposed to distant corporate managers (Ackermann,2024). However, Marston’s retains full control over the selection of beverages that are sold and is an internal corporate decision made without input from landlord’s.

The Plough does not have an official mission statement but from discussions with staff, the general consensus is to provide excellent service and to provide a social place for all. Marston’s share a similar view “Our purpose is to bring people together for shared good times” (Marston’s, 2025). 
The landlord, Mrs Parkin, is committed for all food to be freshly made, reducing the reliance on pre-prepared or frozen food, which aligns with trends showing increase in UK hospitality venues (Future Market Insights,2025). This aligns with customer needs and preferences as research shows that diners perceive freshly made meals as more appealing and healthier than readymade or frozen foods, even if the nutritional value is the same (Dudley et al, 2025).

Being an older building, The Plough has retained its original décor, with no drastic changes since its opening. However new additions such as a beer garden and improved toilet facilities have been added in line with modern hospitality standards, including accessible options. This ensures it remains inclusive and welcoming to all patrons (Equality act 2010). The décor and design match the atmosphere perfectly with wood fireplaces that are lit in the winter months matching its intended cosy feel. The building is adorned with historical photos of the area including St Samlets church next door, the miners, and also the old retail areas. Giving locals a sense of belonging to the area they work and live gives this business a strong community following. Research shows that interior design and décor plays a crucial role in the retention of customer satisfaction and retention encouraging repeating visits (Samardzija,2014).

[bookmark: _GoBack]The menu holds true as classic British pub food, offering dishes that are familiar to the public. However, some modern additions have been added to have a greater reach and attract younger customers. As stated, the menu is all made with fresh ingredients but food is occasionally frozen to reduce costs and save time (for example apple crumble, chilli). At the beginning of the week the staff will batch-cook lasagne and chilli alongside their vegetarian options ensuring portion consistency and ensuring smooth service, batch cooked items are used over the next 3 days and any leftovers will be frozen short term to avoid wastage. Controlled and short term freezing allow kitchens to hold prepared food without a loss on quality. The FAO notes “Improving the efficiency of the food supply chain could help to bring down the cost of food to the consumer and thus increase access” (FAO,2011, p1). And, “efficient solutions exist along the whole food chain, for reducing total amounts of food lost and wasted “(FAO,2011, p.15). These practices reduce weekly waste and improve cost control, outcomes that wider industry prioritising business efficiency alongside sustainability commitments, rather than sustainability alone (FAO ,2011; Jones, Hillier and Comfort,2014). Overall the menu reflects on a cultural emphasis of sustainability, familiarity and value, reinforcing the idea of being a welcoming and value driven venue. 

In the local area there are two main competitors. The nearest competitor is Bar 141 or The Smith’s Arms as it was called historically and the Red Lion a Wetherspoon’s pub. All are within 10 minutes by car of each other with Bar 141 only being 2 minutes by foot. Each pub has their own regulars with the regulars of The Plough and Harrow having an unwritten rule to never visit its rival Bar 141. The Red Lion is by far the most popular and most successful pub in the area being a household name across Britain, however it has led to large company’s outselling and closing nearby competitors. This provokes discussion on Wetherspoons’ impact on a local pub landscape. The chain reported a 74% rise in its annual profits while a reported 50 pubs are closing every month in England and wales (The Guardian 2024) which many see as a link to Wetherspoons impact. However, this could also be linked to the rise in taxes in 2025 forcing nearly 5000 pubs to the brink of closure (City Am, 2025).

Online reviews give a great insight into the customer’s satisfaction with the pubs operation and function. Through looking at review domains such as Google reviews and TripAdvisor, an insight into how the customer sees the pub is enabled. On Google reviews it has a 4.1-star rating with over 491 individual reviews ranging from 1-5 stars (Google reviews, 2025). In the past 4 months since new ownership, it has received high praise from locals with many noting the change in food quality since being under new ownership. One reviewer praised the beautiful food, big portions and warm welcome (Google reviews, 2025). This shows the current view of the food and service are good and is creating returning customers. On the other hand, one review stated that the chef was absent, their food late with cold and over salted food, they also expressed they will not return (Google Reviews ,2025). This is an individual customer experience and does not reflect on review trends for the pub however it was still taken into account by management and suitable adjustments were made. On TripAdvisor the Plough and Harrow has a 3.5 star-rating with 277 reviews ranging from Terrible to Excellent (TripAdvisor, 2025). The reviews follow the same trends as Google reviews with a majority agreeing on good service and good food. 

With its favourable position within the local community, Standards have to be set in place in order to sustain and enhance that reputation. This requires the disciplined application of consistency and operational practices across product and service. Consistency should be prioritised through annual staff training and pre-service checks for kitchen and front-of-house to improve service and efficiency. However, addressing training shortfalls relative to larger operators is important to ensure basic food-safety, allergens and HACCP knowledge reduces risk and elevates standards. Setting measurable target times for service such as under fifteen minutes for starters and within 25 for mains, keeping a consistent workflow in the kitchen and out on the floor. To keep the valued connection to its customers and regulars, monitor online reviews, complaints and retains its cosy atmosphere that keeps customers returning. With these measures in place it provides a practical basis for ongoing improvement and preserves the character of the Plough.
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