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Leadership Goes to the Dogs 

 
When high winds kicked up brush fires in San Diego in October of 2007, Herb 
Greenberg (a CNBC contributor who appears weekly on programs including “Squawk 
Box)” and his family headed up highway 5 and approached a Doubletree Hotel in 

Anaheim CA with the hope they could take shelter. 
There was only one problem; they were traveling with 
their West Highland terrier and the hotel’s policy was 
clear: NO PETS ALLOWED. 
 

Surprisingly, the doggy doors opened wide anyway, well ahead of a new pet friendly 
policy that was under development at corporate headquarters. So many dogs were 
welcomed to the hotel that night, at bargain rates in fact, regular guests wondered if 
there was a dog show in town. "It was the right thing to do," General Manager Jeff 
Protzman told Greenberg at the time. 
 
Protzman’s clear understanding of his business’ strategic true north made it easy to 
mobilize his team and get everyone trekking in the same direction. The hotel 
concierge quickly stocked up on a huge bag of Mother Hubbard’s natural canine 
biscuits, a bell boy was promptly redeployed to act as an on-call dog walker and 
waste scooper and the front desk staff deftly re-mastered the lodging plan for the 
evening. Relieved pet owners lugged in their dog dishes and leashes, and were 
checked into one side of the hotel, far from the pet-free guests, wherever possible. 
 

Doubletree leaders are deeply ingrained with the 
belief that caring and relaxed hospitality is non-
negotiable, according to Mark Shugar, General 
Manager of the Chicago based WIT Doubletree. 
“Our staff knows how to think 
about problems and solutions 

with the whole organization in mind. Any solution that 
does not violate a guest’s experience with the brand as 
warm, comfortable and friendly is within the realm of 
possibility.” This belief underpinned the general manager’s decision to welcome 
their guests’ pets. 
 
Doubletree's business philosophy is simple and direct: the organization focuses on 
delivering superior operating profits to its customer--the hotel owners. In return for its 
management and franchise services, Doubletree is paid a percentage of revenues as 
a base fee. In addition, Doubletree often receives an incentive fee tied to 
improvements in hotel operating performance. By consistently creating value for the  
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hotel owner, Doubletree increases its fees and creates value for its stockholders as 
well. 
 
The big payoff came when Greenberg wrote in the Wall Street Journal weekend 
investor column about not only his new affinity for Doubletree, but also his delight to 
discover that on the very day he checked out of the Anaheim Doubletree, the 
Blackstone Group closed on its $26 billion takeover of Hilton (which owns 
Doubletree). Investors walked away with $47.50 a share, about 600% higher than 
the stock price was during Hilton's lows of seven years earlier. Though he didn’t hold 
stock of any kind in any of these transactions, Greenberg pointed out in his column 
that he was impressed that what he had experienced as a 
consumer had translated into value for shareholders. 
 
It’s easy to see how the Value Lens kept the Anaheim Doubletree’s General Manager 
focused and his direct reports aligned and clear about what needed to take priority 
as business conditions shifted, along with the Santa Ana winds. 

 


