
Luke Carlson - How to Keep Your Clients Excited about their Workouts


Lawrence Neal:	 Luke, welcome back to The Membership.


Luke Carlson:	 Thanks for having me on. It's always a pleasure.


Lawrence Neal:	 Great to have you. So we were talking a while back in terms of all of 
the challenges you see in people you speak to in the industry or 
people that attend things like The Real HIT Experience, which was 
great because I just, I remember reaching back out to you saying, 
Luke, we must create content around this. This would be so helpful 
for people. And one of those was, one of the common challenges 
you see is high intensity training business owners struggling to keep 
clients engaged or interested. And you've actually had personal 
experience with hearing from clients saying they're getting bored 
with the big five protocol and a 10, 10 cadence and nothing else, 
and that that dogma around that may be quite destructive and not 
helping businesses in the long term. So do you want to just start off 
by talking about your experience and where you've heard this being 
talked about?


Luke Carlson:	 Well, I think my experience comes, it's two fold. It comes from our 
own studios and trying to pay attention to what fosters longterm 
retention. So this is asking customers what fosters longterm 
retention, and actually having the dialogue with them and then using 
net promoter system or net promoter score to constantly get that 
feedback and make sense of it. And then it comes from just talking 
to so many studio operators from around the country about what's 
working and what's not working for them. And then as an 
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interesting side note, what I've found to be so fun for the last few 
years is we have so many clients that when they're traveling, they 
visited other studios or they're a what we would call a Minnesota 
snowbird, and they spend their winter months in a warmer climate 
and train somewhere else. And that's a great opportunity for us to 
learn about what we're doing well or what we're not doing well 
relative to another business they're training with.


Luke Carlson:	 So one of the themes that's continually emerged from kind of all 
three of those buckets is, I have to have a compelling reason to 
come back in the studio for my workout and I can get bored with 
the process. And so we've taken that to understand that, okay, so 
this umbrella of evidence-based exercise is actually pretty massive, 
and there's a lot of things we can do under that umbrella. And 
maybe we should look at all of the tools, all of the protocols that we 
can use that still are evidence-based to provide for this training 
experience. And that's what we've tried to do as a company, and 
I've just watched a lot of companies struggle and a lot of just a lot 
of studios have poor client retention because of it. So it's really one 
of my favorite topics. I think it's my favorite topic and understanding 
high intensity training and high intensity training businesses.


Luke Carlson:	 And I'll just say, Lawrence, I mean, if I had a dime for every time a 
studio owner told me that, hey, we have the workout to marketing 
help and some business help. And my answer is invariably, whether 
I say it or not is, no, you don't need any marketing help. You need to 
figure out the workout. And that is so hard for me to say because it 
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sounds so arrogant. And it's not coming from a place of arrogance, 
it's coming from a place of, you cannot out market a product or a 
service or an experience that needs to be upgraded, and it frankly 
needs to be upgraded in our industry. And that's coming from a guy 
who's an absolute fan of all things high intensity training, all things 
Arthur Jones, all things that we talk about or you talk about in the 
podcast.


Luke Carlson:	 I'm into all of it, but I don't think it's conducive to growing our 
businesses. And let me make sure I'm clear on that. I think high 
intensity training workouts are the best way to grow a fitness 
business, any type of fitness business or personal training business. 
I just think we can't be dogmatic or we can't be narrow in how we 
actually apply those principles.


Lawrence Neal:	 Yeah, this is a great start. So you felt like, and I've kind of seen this 
play out a little bit online and in conversations is there's a fair 
amount of ego wrapped up in it. This is how we do things. We do 
these classic high intensity training protocols. We're not any more 
flexible than that, and that's really important to us and we're not 
going to change. And you think that that person is really getting in 
their own way, essentially?


Luke Carlson:	 I think so, yes. But I also, I don't want to... I mean, I don't want to 
discount someone's conviction in their belief in doing things a 
certain way. So if you have a conviction or a belief that this is how it 
needs to be done, and that's what gives you a feeling of purpose 
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and accomplishment when you rest your head on your pillow that 
evening, if you feel like this is the only way you can feel good about 
what you do, then you have to do it. But for me, or for everybody, 
that definition is going to be a little bit different. So for me, I want to 
make sure that we're doing things in a safe manner first. I mean, 
first do no harm. And then number two, I want to make sure it's 
evidence based. I don't want to tell a client something that frankly I 
made up or that another fit person made up or it's a strength 
training folklore, that it's actually evidence based.


Luke Carlson:	 And then the other filters get into is it efficient. And efficient doesn't 
just mean time efficient, it means biomechanically efficient. That's 
my definition of efficient, is are we actually asking the musculature 
to do what it's intended to do? So if we say is it an efficient chest 
exercise? Well, it better involve horizontal abduction to the 
humerus. So we can go through a process of looking at all the 
different conceivable exercises that involve horizontal abduction the 
humorous and find one that involves more horizontal abduction of 
the humorous. That would be a more biomechanically efficient 
approach to training the chest, which probably eliminates a barbell 
bench press because there's less adduction of the humerus. It 
probably eliminates chest press as the most biomechanically 
efficient way to train the chest. So I think efficiency is kind of a third 
filter, but the first two definitely being safety and is it evidence-
based.
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Lawrence Neal:	 So I've heard some people say it's not the workout that's the issue. 
Because this is the thing, they might attribute poor retention in their 
business, if they've even measured it. And you've highlighted before 
that it's something that's not well measured in the industry or in the 
HIT industry very well. And those that perhaps do a recognize that 
they might have poor retention or at least it needs to be improved, 
won't always attribute it to the workout. Again, maybe because their 
ego is so wrapped up in that. And instead will say it's down to other 
things such as, oh, the client's not educated well enough. If they 
were more educated, if we did education cards like DS do after 
every session or first 10 sessions or whatever it is, or something like 
that, then you know the protocol can remain the same and the client 
will be just as interested, engaged and there'll be retained. Do you 
disagree with that? You feel like the workout needs to have some 
novelty?


Luke Carlson:	 It's a combination of both. I mean, I think education is the 
cornerstone. Anytime we lose a client... I mean, for 13 years we lose 
a client and it always comes back and our discussion, if they only 
understood, if they knew, if they really were educated, you would 
never lose them. I just think about if I could get them to understand 
this the way one of my loved ones do, the way my family 
understands it, the way any of my significant others like understand 
it, they would never ever leave because this is the way. I mean, this 
is the way to exercise. But I also think that within that way, the way 
is broader than we realize and I think we all appreciate a little bit of 
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variation, a little bit of variety in how we actually experienced the 
workout.


Luke Carlson:	 And we are in a environment of increased competition where our 
target market, so all of your listeners target market, they're exposed 
to so many different options. And I think right now the target market 
is not necessarily searching for strength training. They're searching 
for what I would call a sweat sesh. Okay. The idea that you go into a 
studio or boutique and just bust your butt for 30 minutes or an hour 
is kind of what the consumer's looking for. And they don't look at it 
as they need strength training. They just need to get their butt 
kicked and need to sweat for 30 minutes to an hour. So they may 
get bored with your studio and go to a spin class. They may get 
bored with your studio and go to a bar class. They may get bored 
with your studio and go to a bootcamp class.


Luke Carlson:	 So when you lose a client, that client is not just not training with you 
anymore. They are training somewhere else. They just jumped to a 
different studio or boutique, and that studio boutique is nothing like 
yours. They're doing something completely different. So you could 
argue that that's education. But I would also say that we should 
meaningfully and thoughtfully incorporate variety along the way. 
And the other question I would have is why would you not 
incorporate the variety? I mean, that's not a sacrifice in which 
you're doing it. It all works and we have absolutely no evidence to 
say that one thing works better than the other thing. So why would 
you do one thing? I just don't think anyone's talking about that. 
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How did we get stuck on doing one thing or a specific set of 
exercises? There's literally no evidence to suggest that that's 
meaningful, valuable, beneficial. How did this become the way?


Lawrence Neal:	 Awesome. So specifically, you've obviously mentioned that as long 
as you're operating under the HIT principles, there's an enormous 
amount of flexibility in terms of what we can do in high intensity 
training. But I just be curious, what are the main ways in which you 
have changed up the stimulus within your personal training 
operation in order to increase that engagement interest?


Luke Carlson:	 Okay. So I'm going to give you just a whole bunch of them, but I 
also want to say that for me is, I will incorporate anything that we 
don't think is an improvement. There's plenty of studio owners that 
do this and do it well, but I'm just not into it. We're not going to do 
TRX straps. And believe me, you could use a TRX strap and actually 
perform a pretty productive exercise. We're just not going to do it. 
We're not going to try to use tools just to show that we're capable 
of using variety and that we're open minded and that we can... I 
think the rest of the world is maybe using TRX in an ineffective way. 
Could we use TRX in an effective way? And I know that you can. I 
mean I did a workout a couple of years ago with James Steele and 
James Fischer at the university at [inaudible 00:10:44], and they had 
me do like a TRX row, and it was a really, really challenging exercise. 
We're not going to use it in any of our studios. I just don't think it 
serves to be an improvement.
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Luke Carlson:	 So I am dogmatic in some ways and then there's just things that I'm 
just going to be close minded to. I just don't want to incorporate 
variety for the sake of variety. I have to look at it as meaningful 
variation to the stimulus. So for us it's movement, speed would be 
one of them. Okay? So we use a two, four, for movement speed. We 
use a 10, 10 movement speed, a 30, 30, 30 movement speed. We 
use a five, five movement speed. We use a five, five, five movement 
speed. We use a two, eight, four movement speed. We use a 60, 60 
movement speed where we'll do just a 60 second concentric, 60 
second ecentric, so a variation of movement speeds. We'll do just 
different partial ranges of motion.


Luke Carlson:	 We'll do multiple set protocols that are essentially cluster sets, so 
six reps rest for 10 seconds, five reps rest for 10 seconds, four reps 
rest for 10 seconds, three reps rest for 10 seconds down to just one 
rep. We'll do, go to failure, rest for 30 seconds and go to failure 
again, rest for 30 seconds, go to failure again, trying to total 30 total 
reps. So usually that breaks down to about 17 reps, then another 
eight nine reps, then another five reps kind of depending on the 
person's fiber type. We'll do breakdown sets or drop sets. We'll do 
heavy breakdown sets where hey, the goal is four reps. Get three, 
four, five reps, fail, we'll break it down and try to do another four 
reps, break it down we'll try to do another four reps. So that's 12 
reps. We've just broken it down three times.


Luke Carlson:	 We'll do breakdown sets where you're doing a very high repetition 
range. So we'll do a 30 rep breakdown set. So you're targeting 12 
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repetitions when you fail. We're going to break it down significantly. 
Maybe you crank out eight to 10 more reps. We'll break it down 
again until you get to 30 repetitions. So break down sets and drop 
sets of all kinds, pre-exhaust, post-exhaust. We'll sequence 
exercises that are not by definition pre-exhaust. So technically leg 
extension to leg press is not a true pre-exhaust, but we'll do 
sequences or bracket bracketed exercises where we're doing 
multiple exercises in a row. So we're getting beyond just the 
machines or the equipment that we have and we want to make 
sure, are we good with about 50 other body weight or free weight 
exercises that we think we can really incorporate well, so it's the 
actual creation of the exercise itself.


Luke Carlson:	 So it's the number of routines that our clients working through. So 
at a given time, we're going to design not just... sometimes just an 
A and a B routine, but sometimes we'll rotate through an A, B, a C, 
and a D routine, and you're training twice a week and you're cycling 
through all these routines. After 10 weeks, we're always going to 
change up your routines. So you do not do the same workout to the 
end of time. You'll need to see this routine 10 times at most, and 
then we're changing it up. With all new clients, you only do a routine 
five times and then you change it up because we want to showcase 
that, hey, it's not just these machines that we're using. We have 
other machines and we have other tools that we can use and we 
want to showcase those early on in the client's training experience.
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Luke Carlson:	 So I'll guess I'll stop there and you can ask other questions or 
request that I going a particular direction. But those are some of the 
ways that we can create variation. And I guess maybe another really 
important one is what we do at the point of muscle failure. So when 
someone's at concentric failure, there's an infinite number of things 
that we can do at muscle failure. Are we doing a standard assisted 
rep? Are we just training to concentric failure? Are we doing like a 
breakdown set? Like I said, are we helping on the concentric and 
extending the ecentric? Are we doing the concentric hold? Are we 
finding the position of peak muscle torque and doing an extended 
hold at the position of peak muscle torque? There's just a million 
different things we can do at concentric failure.


Lawrence Neal:	 Yeah, that's awesome. Yeah, I mean, just to add a little bit more 
color to this, and many of the members would have seen this, but 
there's a wonderful podcast and PDF from David Gschneidner, 
which is VP of Operations for Discover Strength, talking about the 
entire personal training experience. So Luke just talked about 
excellence at failure, but that particular PDF and podcast covers all 
the other pillars of a great client experience, which is really a nice 
add on to what we're talking about here. And I think it's really 
essential learning.


Lawrence Neal:	 Really interesting what you said there in terms of changing it every 
10 weeks. I was going to ask you questions around that. But in 
terms of knowing when... So I'm very interested in your 
programming approach. So you mentioned you have different 
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routines. I dropped an email, Luke, I don't suppose you've seen that 
yet, about the rough kind of templates you might use at DS for 
training people. But I'm just curious, when do you throw one or 
more of these advanced techniques or other protocols? Actually, 
yeah, other protocols, not advanced techniques. So if you start 
someone off for instance, and they start off coming in and they're 
doing a particular exercise on a two, four cadence, when do you 
know to change that and experiment with the others?


Luke Carlson:	 Yeah, great question. We start with it right away. So when we design 
a workout from day one. so Lawrence, you're coming in for your 
first ever workout, it's probably going to be 10, 11 exercises. Leg 
extension is going to be 10, 10. Leg curl might be a two, four 
cadence. Leg press might be a two, 10 cadence. Then we're going 
to do a tibia exercise. That might be a two, for cadence. Then we'll 
do a manual resistance for your posterior deltoid. Manual resistance 
we generally don't vary the cadence. Then you do a chest press. 
Let's do a two, 10 cadence on that. Let's do a pull down with a dual 
poly style, so you're alternating arms. So every exercise, we're just 
going to assign a protocol because frankly we know that all the 
protocols produce the same results, so we have tremendous 
autonomy in how we want to perform that particular exercise.


Luke Carlson:	 So we don't say, Hey, for the first round of workouts, you're doing a 
two for cadence, then we'll progress to something else. You could 
do that, but we incorporate all of the different protocols, or I should 
say ways of performing the repetition, right from the beginning.
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Lawrence Neal:	 Why? Why do you do that right from the beginning?


Luke Carlson:	 I guess my mindset is always why not? We don't have a preferred 
protocol. There's no protocol that's been shown to work better than 
a different protocol. So why would we not demonstrate to our client 
that we can do all of these different things?


Lawrence Neal:	 Got it. Okay. So it's really showcasing what you're capable of and 
what the client can experience, especially if it's during that 
introductory workout when you're really trying to sell them the 
service.


Luke Carlson:	 Yeah. And we try not to overcomplicate it, but frankly it's not 
complicated. Lift it for 10 seconds, lower it for 10 seconds. Lift it for 
two seconds lower it for four seconds. And we want that client to 
know that, my goodness, our tool belt is just loaded with different 
tools, and if they train with us for the next 10 years, we just have a 
ton of stuff that we can share with them. And it's not, and I probably 
can't emphasize this enough, it's not variation for the sake of 
variation. It's not variety for the sake of variety or novelty. It's 
variation because there's no reason not to have variation because it 
all works.


Luke Carlson:	 I don't know, you have variation in what you eat. You don't have to 
eat the same meal every single day. My goodness, that's coming 
from a guy who almost eats the same thing every day. But there's 
no evidence to say that we have to do the same thing. And 
somewhere along the line in high intensity training, there was a 
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thought that we should do similar things every workout. And I just 
have never seen any evidence to suggest that that's true. And I 
know humans don't like that. Humans don't do that in other aspects 
of their life.


Lawrence Neal:	 I wonder if there's an aspect of, when you change the protocol in 
terms of changing the cadences or the style of exercise, that it has 
some kind of cognitive health effect. Because I know that, I think I 
remember speaking to Teresa Ambrose, Liu-Ambrose, and just 
learning through my own research that acquiring new skills doesn't 
prove cognitive health, when you're going through that beginner 
phase of learning a new skill. So maybe there's something to that. 
When you are providing some novelty, maybe you're also enhancing 
that aspect of the experience as well, perhaps.


Luke Carlson:	 Very well could be the case. Yeah, very well could be the case.


Lawrence Neal:	 Okay, so another question about this then. So okay, they go through 
their initial workout and they'll have different cadences depending 
on the exercise to also showcase the variation that you offer there. 
But then how do you know when to change that? So how do you 
decide, okay, in workout two, or workout three or workout four, 
we're going to try a 30, 30, 30 chin up or we're going to try and fill in 
the blank protocol? So how do you determine that? What sort of 
flexibility, freedom, do you give trainers around that too?


Luke Carlson:	 We always change it at 10 routines, or 10 sessions. With the 
exception of a brand new client, they just do it five times, so 
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workout one, five times, workout two, five times. They're going back 
and forth between them. And the reason we change them early on 
is we're afraid of losing a client early on because we haven't 
demonstrated enough of I guess, enough variety or variation or 
tools in the tool belt. And so we want to switch it up and not have 
them get bored right away. After someone gets started with us, then 
we'll have them stick to 10 workouts on a particular routine. 
Because frankly, we just want to see progression over a little bit 
longer period of time. But every trainer has the autonomy to do 
what we call a variety workout in the mix of their normal sessions.


Luke Carlson:	 So instead of using the workout card at all that day, you would bring 
the workout card with you and say, hey, we're going to get away 
from the card. We're going to do a variety workout today, and you'll 
just do something completely different off of the workout card. And 
if a client maybe shows up five minutes late, we'll say, hey, let's just 
do a variety of workout today and just change it up. A client's had a 
horrendously stressful day or travel, we may say, hey, forget your 
workout. We're going to do something different. If we send 
somehow the client's board with their con, their particular workout, 
we may say we're going to do a variety of workout today, and of 
course that variety of workout could be one of a million things. 
There's just so many different formats that we use. We could say, 
hey, let's just use an all negative only workout today.


Luke Carlson:	 Let's use a metabolic workouts where we're moving quicker 
between exercises and doing only multi-joint exercises. There's just 
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a number of different things we can do from a variety standpoint. 
Now, I prefer sticking with the workout card and recording because 
I really like progress and I like the pressure to try to improve on what 
you did last time. But sometimes that variety workout can be... I 
mean, our clients love when they get a variety workout and get off 
of the card. Let me give you an example. Next week is Halloween, 
October 31st, and every one on one client that we have will walk in 
the door and they will put their hand in a little jack-o-lantern and 
they will pull out a Halloween themed variety workout, and that will 
be their workout for the day. So they'll pull it out and that's the 
workout that they're going to do.


Luke Carlson:	 And they all have a different name, and all of our trainers will work 
costumes, and you don't even know what the workout is going to 
be until you pull it out. One workout I'm thinking of is called Count 
Dracula and every protocol is a slow protocol, so it's got some type 
of count to it. I mean, I think about 15 different workouts that we 
have in there. The client doesn't know what to expect. Now, of 
course, it's all the same principles and so forth, so we're not doing 
anything that's weird that we don't believe in that we don't think is 
efficacious in terms of being evidence-based.


Lawrence Neal:	 Yeah, I love that. That's brilliant. I could do an entire podcast of you, 
Luke, just on your Halloween, your seasonal workout. That sounds 
really fun, and I'd love to have been there when your team come up 
with all the names for the different workouts, and I'm sure they've all 
got names related to being scary and intimidating.
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Luke Carlson:	 Exactly.


Lawrence Neal:	 So we may have to do something else on that. In fact, I did want to 
talk to you about approaches to managing the business during 
seasons, Christmas, Halloween's, how you think about celebrating 
those different events, but we'll do that separately. So, okay. So a 
couple of challenging questions quickly. Somebody might be 
listening to this going, that's okay if you to say, Luke. Discover 
Strength have so many machines that it's easy to provide so much 
variety. I feel like, I only have, let's say the big three because I didn't 
have the budget yet, and I feel like I can't offer the same variety and 
with my clients. So what would you say to someone who says 
something like that?


Luke Carlson:	 Well, that's even more of a reason to incorporate the variety in the 
protocol and what's happening in terms of order of exercises and 
what's happening at muscle failure. When I was a strength coach in 
the NFL, we had more equipment... I mean, I thought everybody 
had that much equipment, but we must have had a hundred 
Nautilus and Hammer Strength and Medics machines. I mean, we 
had, I mean, literally, we had 18 different chest presses. We had 
three leg extensions, three leg curls, six leg presses. I mean, we had 
everything, everything, every pulling movement you can imagine 
every pulling movement ever made by Hammer Strength. We had 
three different pullovers.
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Luke Carlson:	 So you got variation by training on different machines. Well, when I 
got out of that environment that I realized, okay, it's not conceivable 
to always have this much equipment. How else are you going to get 
variation? Well, you could do the same pullover and you could do it 
a hundred different ways. And all of those ways work. Now, if we 
ever find that one way works better, then I think we should probably 
do that one way, the vast majority of the time. But we just have not 
seen that. So I think if you have less equipment, that's even more of 
a reason to have some variation in how you actually perform the 
exercise.


Lawrence Neal:	 Yeah, and I think for those who perhaps might be quite new to high 
intensity training and not understand the kind of options at their 
disposal. I mean, if you don't have many machines, I've been talking 
to my business partner about this, and with a bench and a set of 
dumbbells, you can do so many exercises, also many resistance 
that Luke has touched on. And so you think about just the total 
number of exercises, and if you go to something like HITuni.com 
and you purchase a course, there's a really great exercise directory 
you can refer to. But then if you also blend on top of that, the 
number of variations in terms of protocol, advanced techniques, the 
number of exercises at your disposal to provide this novelty to your 
clients is extraordinary, and you really don't need many machines to 
be able to achieve that. So I just want to add on to what you say, 
Luke, in case people are wondering how do I... I've got more 
questions about that. Sorry. Yeah, any faults about that at all?
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Luke Carlson:	 Yeah, no. No, I think you're 100% right. I was just thinking about 
why do I feel so strongly about this? And it's just, I've just heard it 
so many times from different customers. I was in Washington DC, I 
maybe shared this with you. This is over a year ago, and I spoke to 
a group in Washington DC and afterwards a woman approached me 
and said, "Well, I think I trained at a place very similar to what you're 
talking about." And this woman said, "This is the name of the 
business." I said, "Yes, I love them. They train very similar to us. 
They're really a great business." And she said, "So do you know the 
owners?" And I said, "I do." She said, "Will you reach out to them 
and tell them I'm getting really bored?" And I said, "Oh, my 
goodness." And she'd been training there for like six months. So I 
just think it's important that we take some proactive steps to 
alleviating that boredom and creating some of the variation.


Lawrence Neal:	 Curious why didn't she also tell them that she was bored, or had 
she and they just had not changed the work out?


Luke Carlson:	 Oh, Lawrence, Lawrence, brilliant question. And both of your 
comments are true, is one, I don't think the customer will ever say 
that they're bored. I mean, our customer just leaves. And we say, I 
wonder why they leave? Or they leave and they say they can't 
afford it or they're busy, and that's not it at all. It's because they're 
bored. I'm just convinced, we rarely hear the real reason why 
someone leaves. So we should assume that they are bored. Our 
customer leaves us and they say they're busy or whatever and then 
guess what I see on social media one week later? I see them doing 
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a dumb ass workout at Orange Theory Fitness or something like 
that.


Luke Carlson:	 So they're just not telling us that we're bored with this and we want 
to try something else, so we have to almost assume it. And yeah, 
would the business change things up if they said they were bored? I 
doubt it. And I can't stress enough that when I say change things 
up, I don't mean compromise values, compromise integrity of the 
exercise. I don't think we should ever compromise the integrity. 
We've fired clients before because we had a woman say, "Hey, 
when I bench press, I want to bench press. I want to not bring the 
bar all the way down and I want to go fast and I want to use a lot of 
weight." I mean, she literally said all those things. And I said, "Well, 
we just ethically can't do that with you and you should terminate 
your membership with us because we are not going to do that."


Luke Carlson:	 Now, she basically said, "I will continue to come two times a week 
and pay full price if you let me do this," but we're never going to do 
that. So I'm not suggesting we should compromise the integrity of 
the exercise whatsoever.


Lawrence Neal:	 Just curious, when she said that, were you given the opportunity to 
kind of explain why you don't permit that?


Luke Carlson:	 Yeah, she had been a client for a long time and she'd kind of 
migrated into wanting to do that, and we had the full conversation 
as to why we don't do that, why we think it's the least safe exercise 
and the least productive exercise. I said, "Not would I guarantee 
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that we'd give you the worst possible fitness results, we would 
increase or maximize your risk of injury, and I don't want to be a 
part of either one of those elements. And so I don't think we should 
continue to move forward." And I hope that in firing her she felt like, 
wow, that's a business that is great integrity. I Just got fired by 
them, but they really had integrity.


Lawrence Neal:	 Was she training for a power lifting meet or something?


Luke Carlson:	 No, she wasn't. She is a unique case. I think most operators and all 
different businesses... I mean, I've heard Horst Schulze of Ritz 
Carlton say this, and I just think every once in a blue moon, every 
four or five years, one out of thousands and thousands and 
thousands of customer interactions, you'll come across a customer 
that you need to fire and not continue to try to adapt to. You should 
just say we should go our separate ways, because of course the 
business is not designed to serve everyone. If you're trying to give 
great service to everyone, you're doing it wrong. You're supposed 
to try to serve your target customer, and if they're not behaving like 
your target customer, you should not continue that to bend, to be 
flexible. I can not go through the McDonald's drive through and 
order a taco and say, come on, you have to try to serve me and find 
a way to make me a taco. They're going to just say no, and they 
should say no.


	 

Page  of 
20 22

https://highintensitybusiness.com/members/index.php?threads/luke-carlson-how-to-keep-your-clients-excited-about-their-workouts.632/


Luke Carlson - How to Keep Your Clients Excited about their Workouts


Lawrence Neal:	 Awesome. This was great. Luke, thank you so much. Again, just 
gold content from you. Best way for people to find out more about 
you.


Luke Carlson:	 Shoot me an email, luke@discoverstrength.com. Check out our 
website, discoverstrength.com. And I would love it if your listeners 
would consider come into The Resistance Exercise Conference. It's 
just a great gathering of like minded professionals, a chance to 
connect and learn from each other, and it's just my favorite two 
days of the year.


Lawrence Neal:	 Yeah, likewise. Probably my favorite two days of the year as well. 
And yeah, I mean, for those that maybe hearing about this for the 
first time, hearing about the conference, it is in my opinion, the best 
place to go to connect with high intensity training professionals, 
learn how to grow your business, learn about the latest science 
around exercise, and it's just so much fun. And I am not 100% sure 
if I can come next year, unfortunately, because I've got a baby due 
in just over a month, which is both exciting and scary.


Luke Carlson:	 That's [crosstalk 00:31:05].


Lawrence Neal:	 And so we are playing it by ear. And I also need to somehow 
negotiate with the misses to see if that's going to be a feasible and 
allowed. So watch this space, but I'm if I can't attend, then there's 
still going to be people far more important and interesting than me 
there, and all of the big names in high intensity training typically 
attend, so I can't support and promote it enough. But Luke, thanks 
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again for joining me. Really, really appreciate it, and look forward to 
talking to you again soon.


Luke Carlson:	 My pleasure, Laurence. Thanks for having me.
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