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In 2016 I flew down to Texas and spent 3 days at a CrossFit L-1 Seminar with a bunch of 
crazy awesome fools. Then I jumped in the car with Matt Chan, Abi Grove and Matt Lodin 
to drive Nadia Shatila to the airport. They were kind enough, even after a tiring few days 
of work and travel, to answer a few questions about coaching. 
 
But before I jump into what we discussed, here’s a little background on our carpool — 
 
Matt Chan is a Level 4 Coach who originally took up CrossFit to help improve his 
endurance as a Denver area firefighter. After four Top 10 finishes at the CrossFit Games 
(including the runner-up slot in 2012), Chan became a full-time athlete and one of the 
most popular and knowledgeable veterans in the sport. The man is a beast — he was back 
squatting 445lbs just five months after a terrible mountain biking accident that could have 
cost him his leg. 
 
Abi Grove/Dickerson is a powerlifter who trains at Louie Simmons’ Westside Barbell in 
Columbus, Ohio, a no-nonsense gym where elite powerlifters train to break world 
records. Her all-time squat PR is 450… she is amazing! 
 
Matt Lodin is an Level 3 Coach at CrossFit 760 in San Diego. He played collegiate lacrosse 
at UCSD and got involved with CrossFit right out of school. He also consistently places top 
20 at Regionals. 
 
Nadia Shatila is an Level 4 coach and the owner of CrossFit Belltown in Seattle. She’s an 
ex-gymnastics competitor (on the national level), Top 5 CrossFit Games finisher and one 
of the most organized and detail-oriented people I know. 
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Questions we discuss: 
1. How do you deal with negative clients and owners who create a toxic environment? 
2. What is your opinion on programming a strength session before every metcon? 
3. How do you balance life, business and training? 
4. How do you stay motivated when everyday feels like Groundhog’s Day? 
5. When it comes to retaining clients, what’s the most important thing you should do? 

 
 
 
* This episode was originally posted on April 27, 2016. 
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Pat: Can you answer some questions?

Matt Chan: I can answer whatever questions you want.

Pat: I think you'll have a good answer to this: How do you deal with negative 
coaches, clients, and owners? Let's start from the point of view of a coach 
working with a negative client.

Matt: I'm going to be honest. I think my perspective has changed over the years 
about working with a negative client. I think it's more important to 
understand where they're coming from than it is to understand what you've 
observed and have your gut reaction. What is it, Franklin Covey who wrote 
Seven Habits of Highly Effective People? He said seek first to understand 
and then to be understood. A lot of times, your gut reaction is to say, "that 
guy's a jerk" but in reality, there might be something going on in that 
person's life that's causing them to act the way they are. I think addressing 
it from that perspective is probably more appropriate, as a trainer at a gym, 
than to just go with your initial gut reaction. To diffuse the situation with a 
client, I would first ask what's going on with them.

Nadia: Also, Pat, here's my next question: Negative to what regard? Just coming in 
a little bit upset and frustrated and maybe a downer, or negative to the 
point where they're actually disrespectful? There is a big difference.

Pat: I think you can deal with the situation the same way, like Matt said. Figure 
out where they're coming from in both those situations. I guess, if 
someone's coming in, I would say disrespectful would probably be the thing. 
Say someone's coming in. They're disrespectful and when you see what's 
going on in their life, where they're coming from, what if they don't have a 
really good stand out reason? It's just, like, that's how they move through 
their life. Maybe there was something that happened in their childhood and 
they just act like a dick and you don't know what to do. That's just how they 
deal with it. What would you do?

Matt Lodin: It falls back on the coach. The coach has got to set better ground rules and 
say, "this is my gym, this is my class. That doesn't fly. You can act like that 
the other 23 hours of your day, but not when you're with me in my class."

Nadia: Right. That can easily bleed into the rest of your gym. You know what I 
mean? You got to put a stop to it.
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Matt Chan: Then, diffusing the situation with a coach or owner, you're working for, 
who's a jerk — here's the thing about that: As a former owner of a gym, I 
actually had the luxury of stepping away from my gym and taking a back 
seat to the daily activities. We had a co-owner, a partner of ours, managing 
the gym. We would come back to the gym and see the way that a lot of the 
trainers would treat her and it was inappropriate. Even though she may 
have been doing things not exactly the way that they wanted to see them 
done or the way that maybe in reality it should have been done, she's still 
the boss. I think, for the most part, if you want to do it your way, you go 
open up your own gym. But if you do have a owner of a gym, a partner of a 
gym, that is bringing a negative atmosphere or creating a negative 
atmosphere that's felt by the clientele, I think that needs to be addressed 
one-on-one from a very tiptoe-y perspective with the partner, from 
somebody that's close to them, and not from a coach.

Pat: Yeah. That's enough of that question. What is your opinion on programming 
a strength session before every metcon?

Matt Chan: That's a Abi Grove question if I ever heard one.

Abi: That's a bitch slap in the face to your streak.

Pat: Is it? What do you mean by that?

Abi: Every time? If you never just go into the gym to just work on your strength, 
you're short siding your strength.

Matt Chan: Yeah. Fuck, yeah.

Abi: You should have days when that's all that you do. You should have days 
when all you do is run. I don't like those days but they should fucking be 
there.

Pat: Boom. I think we can leave it there. Moving on. How do you balance life, 
business, and training?

Matt Chan: Nadia.
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Nadia: Oh, gosh. It's documented in an Excel spreadsheet, Matt. Color coded, post-
it notes. Oh, man. That's a great question. I don't know. I really don't. It's 
something I'm trying to figure out.

Pat: For you, you have a pretty set routine, right?

Nadia: Yeah, routine is helpful, for sure. And trying to prepare as much as possible 
in advance. Whether it be making sure that my food is prepared or I have 
my workouts planned in advance, being proactive instead of reactive to 
everything that happens.

Pat: What does that mean? Being proactive versus reactive.

Nadia: Trying to anticipate things that might happen as opposed to waiting for 
things to happen. Planning ahead.

Pat: You mean the thing that I can't do? Good, all right. I choose 
compartmentalize and ignore problems. That's the way I do it. I think, for 
me, I try to do the things- there's stuff that you have to get done to make 
money, right? You have to work in order to make money. There's times in 
your life where you can drive and push and make those things bigger and 
better and change the financial situation that you're in so you have more 
time to relax and do other things. But I'll get to periods of my life where I 
have to focus on things that actually make me happy versus the things that 
make me money. I have to spend more time doing the things that make me 
happy. And then when I get to a little bit of a comfortable mental state there 
where I'm feeling okay, then I'll do a really hard push in the work area. I 
know some people who just grind, grind, grind, grind, grind. They don't take 
that step away ever. I need more of a balance. Having those cycles where I 
can say, "I'm going to grind really hard and get to a place where I can be 
comfortable for a little bit. I might not be paying off debt every single 
month, but I'm going to live a good, happy life right now and enjoy time with 
the people I care about, and then go from there."

Nadia: That's why I vacation so much. It's my reward. It's like, "I'm going to work 
really, really hard and then I'm going to take three days. I'm going to shut off 
my computer, shut off my phone, and I'm just going to relax."
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Pat: And then I think the training is a whole other beast on top of that. Matt, you 
could speak to being a competitive athlete and trying to balance all that. 
You have to sacrifice, right?

Matt Chan: Yeah, I think what you guys are saying is spot on, right? Life balance, 
planning, but then there's also the recognition of what your strengths and 
weaknesses are, and choosing to do the things that you know are your 
strengths, things that you enjoy, and then maybe getting help where you 
need to on your weaknesses. For me, training was always a strength. I had 
no problem doing it. In fact, if left to my devices, I'd probably do it all day, 
everyday. But in reality, other stuff needs to get done. It'd be a little bit of a 
task for me to sit down in front of a computer all day. So I make sure that I'm 
surrounding myself with the people that can help me with that stuff.

Pat: Yeah, that's a good point. I like that.

Abi: I had no balance in my life until I met my husband. I'm not saying that we 
have it down now but yeah, he gave me motivation to not just work or to 
just train.

Pat: I think that goes exactly what Matt was saying. Find people in your life that 
do help you out with the things you're not as good at. My wife was huge for 
that for me because I was the just chill out guy. I'm like, whatever. I'll just 
live with four other dudes and pay no rent and sleep on a couch. That was 
totally chill for me.

Nadia: I'm shocked, Pat. 

Pat: Yeah, isn't that crazy? You never would have imagined that. Okay, let's see. 
Next question: How do you stay motivated when it feels like the same day 
over and over and over again as a coach/owner?

Matt Chan: Oh my God.

Pat: Yeah. What do you think though? I think it goes back to, like, you have to 
take time away.
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Matt Chan: Goal setting. For example, what Nadia said earlier is a way to set a goal so 
that you have something to look forward to. Nadia said she works for 
whatever, three months and then takes three days off where she spends 
money, gambles, and has fun, right? But I think for me, you know, one of the 
reasons why I married Cherie is that she was willing to drop everything and 
go on adventures. For me, I still try to get her to do that pretty consistently. 
I'd be like, hey, Joshua Tree. Let's go next week. We got enough hotel 
points. We can stay the whole week for free. It'd be awesome, let's fucking 
do it. She'll be like, Matt. Settle down, settle down. She's like, we just need 
to put our heads down and grind through this stuff and get through two 
months of finishing our taxes and working on these projects that we got 
going on and then we'll go. In the back of my head, I'm just ticking the days 
away. I think that keeps me motivated and inspires me to keep moving. 
You've got to set goals to know where you're going, right? Otherwise, 
you're just on a fucking endless path of just wandering.

Pat: Yeah, I mean, I have such a hard time setting goals.

Matt Chan: Vision board. Honestly, as lame as those things are, they fucking work.

Pat: What's a vision board?

Matt Chan: A vision board is a concept that's just like, you basically make a diagram of 
the things that you want in your life in the future. Whether you realistically 
believe you can achieve those things or see them in your life, it doesn't 
matter because you naturally will be working towards those things 
subconsciously.

Pat: I find that when I get bored of coaching, what I do is I try to enjoy the people 
more rather than the aspect of coaching them. Try to make them have a 
really good time versus making them move the best. Because I think getting 
to know who people are-

Matt Chan: Oh, it's so important.

Pat: Is always entertaining. For me, trying to figure out who these people are on 
a deeper level than just the person who just pushed their knees out and 
doesn't listen to me every time. I think that, kind of, always lights a fire up 
under me, to talk to the clients in each class.
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Matt Lodin: Yeah, when I'm getting burnt, I try to truly invest in my clients' goals. 
Because I coach every day for a five-hour block.

Pat: Oh, shizzle.

Matt Lodin: It's rough. And midblock, or even that last class, you have in the back of your 
head— you're just, kind of, like, I'm kind of hoping I get skunked right now. 
I'm like, I want to go home.

Matt Chan: Yeah, nobody shows up.

Matt Lodin: But then I see a client come in and I know she's working on getting her first 
push-up. Now, I'm reinvested because it's "what can we do today to 
continue getting her towards her goal?" When they do PR, it feels like a 
personal PR. It feels like you've just achieved something as well, and that is 
definitely something that has kept me going through the years.

Pat: I like that. All right, quick one: When it comes to retaining clients, what is 
the most important thing a gym should do?

Matt Chan: Get involved in their lives.

Matt Lodin: Yeah, actually know them. Know who they are, know who their kids are, 
know what they do for a living, know what vacation they just went on, know 
what vacation they have coming up. Know all that stuff.

Matt Chan: What are their goals?

Abi: Know their name, know their kid's name.

Pat: Greg Glassman said, what was it? "You can quit a gym but it's much harder 
to quit a relationship." The more I coach, the more I see- the best coaches 
are the ones that really build relationships, even when it comes to the 
people having a good time. But yeah, gym membership retention. That is 
huge.

Matt Lodin: If you make class the best hour of their day, they have no reason to leave.
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Matt Chan: Think about the number of members that have come through your gym that 
no longer are there. If you held on to even, just say 25% of that, your income 
would be incredibly different.

Pat: Yeah, totally. And the best way to do that is to-

Abi: Know them. If you're a part of their life, they have to go through the trouble 
of actually cutting you out.

Pat: Yeah. If you're in this business and you don't give a shit about other people, 
you're in the wrong business.


