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Introduction 

 

You’ve just spent the last 20 minutes going over your proposal with a client.  They’re not 

giving you much feedback.   

 Does he like your ideas or is he just not sure? 

 Does the client really understand the points you are trying to make? 

 You’ve noticed the client keeps raising his hand to his mouth.  Does that mean he 

is bored with your ideas? 

 

 

                                    *   *   *   *   * 

You’ve worked at the company for two years and it’s time to ask your boss for a pay 

raise.  The “moment of truth” finally arrives and you ask for more money; but she is not 

saying much.  A thousand thoughts start screaming through your head. 

 Am I wrong for asking for a pay raise? 

 Is she really listening to me? 

 The boss keeps rubbing her chin.  What is she really thinking? 

 

                                    *   *   *   *   * 

Your company is growing so fast that you have to hire another employee.  You want to 

hire the right person, but we’ve all heard the horror stories of how the applicant 

sounded so good during the interview, but turned out to be the wrong person for the 

job.  So you keep banging your head against the wall asking yourself: 

 How do I know if an applicant is telling me the truth about their experience and 

work habits? 

 Does the applicant want a career or are they just looking for a temporary job? 
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                                    *   *   *   *   * 

This new vendor’s offer sounds too good to be true.  You really like what the sales rep is 

saying and it sounds like a great product and guarantee.  But is he really telling me the 

truth or is he just saying anything to get the sale? 

 

                                     *   *   *   *   * 

My co-workers always seem to take what I’m saying the wrong way.  I certainly don’t 

want to sound mean, but they get defensive whenever I speak to them.  I wonder why 

that is?  It’s really their problem not mine.  They just need to stop taking things so 

personal. 

 

                                              *   *   *   *   *        

Scenes like this happen every day in the business world.  My name is Pat Murphy.         

As a public speaker and business skills trainer, I’ve had the opportunity to teach 

communication skills to over 100,000 people around the world.  In my seminars, I find 

that two of the most interesting, yet overlooked aspects of communicating are; reading 

and interpreting a person’s body language. 

How someone turns their head, position their hands, arms, legs and feet, are all strong 

indications of what they are really thinking.  If they say one thing, and their body 

language says something else, always believe their body language: because body 

language will not lie to you.  

And when it comes to business, knowing how to read body language can give you the 

upper hand when communicating with customers, co-workers, employees and even 

your boss.  And you will learn all this in 10 seconds flat! 
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There are many advantages of knowing how to read someone’s body language.               

In business, this skill can help you: 

 Negotiate better. 

 Close more sales. 

 Communicate with your co-workers. 

 Be more persuasive. 

 Understand what a person is really thinking. 

 Know when you are being lied to. 

 

It’s also important to realize that people can be 

influenced by your body language. Yes, those 

small gestures with your eyes, hands, legs etc. can send a very strong message to 

people you work with and in your personal life. 

For example, if you’re a manager, you can directly affect an employee’s behavior, 

both good and bad, by the messages you send with your body language. 

You can express confidence, anger, confusion or enthusiasm about a project or an 

employee by the simple gestures you display.  In fact, according to a study conducted 

at the University of California in                

Los Angeles, this is what influences people 

the most: 

 55% is body language.                   

 38% is tone of voice.                      

   7% are spoken words. 

 

 

Source: Dr. Albert Merabian                      

Psychologist 

Body Language

Tone

Words

Chapter 1                                                         

Benefits of Reading Body Language 
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In other words, according to the research, 93% of what people, like your employees, 

customers and even your spouse react to are: non-verbal. 

It’s important to note that the information in this training manual and audio, are based 

on years of published research like this, from other studies done by psychologists and 

from my own experience as a public speaker and trainer. 

 

American Culture 

It’s also important to note that the observations expressed in this training program are 

from an American culture and perspective.  Different cultures can interpret body 

language quite differently.  What may be perfectly acceptable in 

one country can mean something totally different in another. 

For example, in the State of Texas, extending your index finger 

and little finger (forming horns), is a gesture for the University 

of Texas Longhorns football team: “Hook em’ Horns” 

But to someone with an Italian culture, the exact same gesture 

is usually associated with being unfaithful. Meaning you are 

being “Cuckold” or being made a fool of; as in your spouse is 

“cheating on you”.  Same gesture, two totally different 

interpretations. 

So again, the observations in this program are from an American Culture and 

perspective. 
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The Content 

The content is broken down into three (3) categories: 

 Reading the body language of co-workers, and how they might interpret your 

body language. 

 Reading the body language of a job applicant during an interview. 

 Reading the body language of a customer or prospect when making a sales call. 

 

Each scenario is broken down into:  

 OPEN gestures  

 CLOSED gestures. 

 

Open gestures are meant to convey a positive emotion, agreement and a feeling of YES! 

 

Closed gestures are just the opposite.  It conveys a negative emotion, resistance, 

defensiveness or a feeling of NO!  

 

I wanted to share this information with you in a clear, concise manner, without bogging 

you down with all the psychological details.  That’s why I wrote and present the content 

in a very simple, bullet point format.   

If you really want to get into the behavioral science of body language, there are plenty 

of very detailed books available at most bookstores. 
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A Baseline 

The first step in reading body language is being aware of a person’s baseline.  A baseline 

is how the person normally acts or their usual body language.  It’s important that you 

take the time to notice how a person acts under relaxed or normal conditions because 

you need a baseline to compare gestures to. 

For example, let’s say you’re having a casual conversation with your co-worker Sam and 

for the past 10 minutes, he has had his hands in his pockets.  This probably just means 

that Sam is comfortable standing with his hands in his pockets.  This is his baseline.   

 

Look for a Change in the Baseline 

However, if you’ve been talking to Sam for 10 minutes and his hands are at his side, and 

something comes up in the conversation (like the lack of 

progress he is making on the project) and he suddenly 

puts his hands in his pockets, THAT IS WHAT YOU ARE 

LOOKING FOR.   A sudden change or shift in his body 

language. 

This change of suddenly putting his hands in his pockets 

coupled with what is being discussed (like his lack of 

progress) and other gestures could signify that Sam is 

being defensive or becoming tense about the situation. 

Keep in mind that one simple gesture or movement does not always indicate what the 

person is feeling or thinking.  It’s the combination of several gestures and what is being 

discussed, that can really paint an accurate picture of what that person is thinking. 

 

Chapter 2                                                           

Reading a Person’s Baseline 
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For example, tilting the head may or may not mean anything.  But if someone tilts their 

head and rubs their eye at the same time, they are sending a strong signal of: confusion.   

So if you are making a sales presentation or explaining a point at a meeting and you see 

someone rubbing their eyes and tilting their head, they are 

showing signs of confusion. So, you will probably want to back-

up and clarify the point before moving forward. 

 

Here is another example.  Let’s say you are interviewing 

someone and you ask a direct question about their job 

experience. You notice they twist their body slightly, close up 

their hands and swallow hard before giving you their response.   

These three (3) gestures are a great indication of defensiveness or it’s difficult for the 

person to answer your question. 

So again, you want to look for several gestures combined with content of the 

conversation, such as an important interview question or discussing a delayed project 

with a co-worker.   
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Communicating with co-workers can be one of the toughest things you do all day.      

Let’s face it, you work with people with different personalities, ages, cultures and 

experience levels.  

That’s why it’s so important to remember that 

55% of what people react to; is your body 

language, 38% is the tone of your voice and 

only 7% are the actual words.  

 

I’m sure you’ve heard the phrase…”it’s not 

what you say, but how you say it.” And your body language says a lot.   

 

So let’s talk about reading your co-workers body 

language and how your gestures may be coming 

across to them.  

You know, that funny squint or that thing you 

do with your hands when you are mad… 

gestures.   We all make gestures to show our emotion, we just have to aware of how   

co-workers may be interpreting it. 

 

 

 

 

Chapter 3                                                   

Communicating with Co-Workers 
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1. Nodding the Head…Slowly                                                                                            

This can mean agreement, understanding, encouragement or acknowledgement. 

 

2. Eye Contact                                                                                                                        

We’ve all heard that making good eye-contact is important.  I’m not talking about 

staring someone down with excessive eye-

contact.  That’s just creepy.  What I am referring 

to is making a connection with the other person 

while at the same time, exhibiting trust and 

sincerity.  

    

3. Lifting the Head                                                                                                            

When someone lifts their head, tilts it backwards 

and extends their chin, are trying to convey power, authority and confidence. 

 

4. Smiling!                                                                                                                                                  

A nice, sincere smile says a lot about a person. 

 

 

5. Open Hands                                                                                                    

Usually when a person has open hands, it means openness, agreement or 

calmness. 

 

 

 

Communicating with Co-Workers 

OPEN Body Language 
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6. Steepling the Hands                                                                                       

This is a strong sign of confidence. The co-worker is confident in what they are 

hearing or saying.  There are two types of “hand steepling”. 

 

One type is when the person places their hands in front 

of them with the fingertips touching each other.   

 

Another type of steepling is when someone puts their 

hands together, interlocks their first 3 fingers, crosses 

the thumbs over each other and forms a steeple with 

the “index fingers”, much like a church steeple.   

 

You may see this gesture in different business 

situations.  For example, your boss may steeple their 

hands while in an important meeting.  This is usually a 

good sign because it often times demonstrates confidence in what you are saying.   

 

Maybe you’re talking about a project the team is working on and you notice a   

co-worker steeple their hands.  Subconsciously they may be signaling agreement 

with the point being discussed.  Hand steepling is a 

very strong sign of confidence. 

 

 

7. Thumbs                                                                                                              

When someone carries their thumb high, (basically 

hanging out of their front pocket) it’s a sign that they 

are very confident in themselves.               
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8. Brisk Walking                                                                                                                      

Have you ever noticed the different impressions you get of someone who walks 

quickly verses someone who moves like a tortoise?        

 

People who walk quickly and swing their arms freely, 

tend to be goal oriented and have a great deal of 

confidence.  They walk with a “purpose” and “direction” 

like they have someplace important to go.   

 

Someone who walks slowly through the office often 

times gives the impression of “I’m just going through the 

motions, I really don’t want to be here and I have no 

sense of urgency about anything.” 

So the next time you walk into a meeting, stand up straight, walk briskly and keep 

open posture.  This conveys confidence and that you “want to be there”. 

 

   

9. Rubbing the Palms                                                                                                

This gesture is used in anticipation of something good.  “I can’t wait to hear this.” 

For example, you are speaking to your boss about a project and they start rubbing 

their hands together. This could indicate that they are really looking forward to 

what you are about to say. 

 

 

10.  Touching the Heart                                                                                                       

Sometimes this can signal that the person was really        

touched by what was just said or they really believe 

what they are saying to you. 
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     11. Open Arms                                                                                                      

When a co-worker is talking to you with 

open arms, has their palms turned 

upward and shows a friendly smile, they 

are probably trying to be open and 

friendly. 

 

     12.  Un-crossing the Arms and Legs                                                                                

       This usually means the person’s defenses are coming down. 

 

13.  Leaning Forward - Sitting                                                                                  

       “I’m interested in the conversation and I want to hear more.” 

 

      14.  Unbuttoning a Jacket                                                                                                                

Someone who unbuttons their jacket or takes it off in your presence is showing a    

strong sign of openness.  This gesture is usually 

associated with, “let’s be open about this 

conversation”; being friendly or some type of 

agreement is possible.   

 

15.  Shoulders Square                                                                       

Facing you directly is also a sign of openness. It often times signifies that “I’m 

exposing my heart to you.”  So when you are talking to co-worker, make sure to 

face them directly.  It sets the tone for a positive conversation. 
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     16.  Leaning Back - Sitting                                                                            

Leaning back, especially with both hands laced behind the head often times 
signals the person is confident in what they 
are saying or hearing.  The key word being… 
“sitting”.   

 

 

Remember that 55% of what people react to 

during a face-to-face conversation is your 

body language.  So, when you want to give the impression of being OPEN to a 

co-worker, make good eye contact, keep your hands and arms open, keep your 

shoulders square and show a friendly smile. 
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Closed body language is meant to show: disagreement, tension, frustration, 

nervousness and defensiveness.  So be aware of the following gestures and the 

messages your co-workers could be sending you and you could be could be sending 

to your co-workers.  

 

1.  Clearing the Throat                                                                                                        

When a co-worker or your boss, clears their throat, especially in response to a 

statement is clearly showing signs of disagreement with what was just said. 

 

2. A chair, a Glance and a Smile                                                                                         

When someone (at a meeting), suddenly pulls their chair away from the table, 

glances toward the ceiling and begins to smile, is usually signaling that they clearly 

disagree with what is being said. 

 

So if you’re making a point in a staff meeting and 

you hear a co-worker (or your boss), clear their 

throat or see them back their chair up and smile 

at the ceiling, you might want to clarify that point 

before moving forward because they are clearly 

disagreeing with you. 

 

3. Mouth Twitching                                                                                                         

Often times this means the person is agitated or annoyed. 

Communicating with Co-Workers     

CLOSED Body Language 
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4. Raising One Side of the Mouth                                                                                

Especially after a question = mocking the person or the question. 

 

 

5. Finger in Front of the Lips                                                                                 

This is a common gesture used when someone 

wants you to be quiet because they have 

something to say.  Subconsciously, the person 

puts their finger against their lips as if to say: 

“Shhhhhhh….I want you to be quiet, and let me say something.”      

                   

6. Hiding the Hands in the Pockets                                                                                      

Often times this gesture indicates defensiveness, tension and lack of trust.  The 

person may not want you to see their tension so they hide their hands in the 

pockets.  Again, it’s important to notice the person’s “baseline” before making 

any assumptions about their emotions.   Remember, you are looking for a sudden 

change in their body language. 

 

   

7. Avoiding Eye Contact                                                                                                               

A sign that the co-worker is uncomfortable with you or the discussion. 

You’ve probably experienced this before.  You are trying to have a conversation, 

and the other person does not look you in the eye.  How does that make you feel?  

Like you don’t trust that person?  Maybe they’re hiding something.  Perhaps they 

are being insincere.  Lack of eye-contact usually is associated with “Closed” body 

language. 

 

Again you want to be aware of someone’s baseline.  Some people do not make 

eye contact because it’s really uncomfortable for them or it may be because of 

their culture.   
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If you have trouble making eye contact because it’s just uncomfortable, here is a 

quick tip.  Instead of looking directly into the co-workers eyes, look at their 

forehead for a few seconds, and then shift to their nose, then a few seconds later 

focus on their right cheek, then their left cheek and finally the person’s chin. You 

will appear to be making eye-contact, even if you’re not. 

 

8. Closed Hands - Forming a Fist                                                                                                

This is often a sign of aggression, as in “I’m going to 

fight you on this matter.”  If you notice the other 

person closing their hands, you might want to back 

off a bit and ask them questions to get them 

talking.  The objective here is to calm the other 

person down and find out why they are upset. 

 

9. Wringing Hands                                                                                                              

This is a stepped up version of closed hands.                 

This gesture is usually seen when someone is in the 

“hot-seat” like when they are required to give an answer 

to a tough, serious question.   

 

10.  Hands on Hips - Standing                                                                                                                       

Here is another strong sign of arrogance, anger or 

challenging what is being said. The key word being 

“standing”.  

 

11.  Hands Tightly Gripping the Arms                                                                     

Otherwise known as the “Gator Grip”, griping the upper arms while the arms are 
crossed is an extreme sign of defensiveness or tension. 
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12.  Curled Up Fingers in Front of the Mouth                                                                                                               

Someone who is in disagreement or being defensive may    curl up their fingers in 

front of their mouth.  This gesture often times means;   

“I’m closing my hands (defensive) and covering my mouth 

which means I’m trying to “bite my tongue”.   

 

13.  Crossed Arms                                                                              

The crossed arms gesture is usually connected with being 
defensive.  The person is   trying to protect themselves and their heart by putting 
up a barrier.   

 

14.  Higher Arms Crossed Gesture                                                                                                                       

Crossed arms may also indicate that the person is NOT flexible in their opinion or 
line of thinking.  Think of a baseball umpire getting ready for an argument with an 
angry manager. 

Mis-Conception – Many people cross their arms 

because it’s comfortable or they  are just cold.  

Remember the baseline we discussed earlier?     

So how do you tell if they are mad or just 

comfortable?    

 

       Here’s a hint:  

Simply look at the person’s hands.  Specifically, look at their fingers. If you can see 
their fingers while their arms are crossed in front of their body, it means their hands 
are OPEN.  And open hands usually means, open heart and agreement. 
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15.  Combining Arms and Jacket Gesture                                                                           

People who have their arms folded across their body will often button up their 
jacket at the same time, signaling a strong sense of defensiveness. I’m being very 
closed off to you and I’m protecting my heart from you.  

 

16.  Leaning Backward                                                                                                  

This gesture sometimes indicates “I want to get away from you” or “keep my 
distance from you”. 

 

17.  Feet Up                                                                                                                      

When a co-worker puts their feet up on things like chairs or a desk usually means    
dominance, ownership or even smugness. 

 

18.  Wrapping the Feet                                                                                                                  

One of the most obvious signs of being closed off is: 

Wrapping a foot around the leg of a chair.  This is a sign 

of defensiveness, confrontation or disagreement. When 

people feel a confrontation coming on, sometimes    

they will “anchor themselves in” for the confrontation.   

  

19.  Locked Ankles or Clenched Hands                                                                                     

This is yet another sign of extreme apprehension or tension.  The person is tense and 
holding on for dear life.  Take a look at a nervous flyer just as the plane begins to take 
off or someone sitting in the dentist chair right as the drilling starts and you will get a 
great example of locked ankles. 
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20.  Foot Tapping                                                                                                                           

A person who taps their feet quickly or swings their foot up and down while sitting 
is often times showing signs of being: impatient, excited, nervous, scared or 
intimidated.  You may see this gesture at the end of a long meeting when the 
person is ready to leave or wants to end the conversation. 

 

 

21.  Feet Pointed Toward the Door                                                                                                                        

When someone points their feet toward the door, it’s usually a good indication 
that they are ready to leave. 
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Before we get into the body language that indicate deception, I want you to know that 

these are some of the top gestures that phychologists, lawyers, judges and law 

enforcement use to detect evasiveness or an outright lie.   

Please remember, these gestures are just suggesting the possibility of a lie.  It’s up to 

you to use your own judgement to determine if the other persons words or actions are 

deceptive. 

 

1. Watch the Eyes.                                                                                                   

You’ve probably heard the phrase, “The eyes are the window of a person’s soul.”  

You can tell a lot about a person by watching their eyes but you have to be very 

aware of their baseline.  If you recall from previous chapters, a baseline is how 

someone normally acts or reacts.  What you are looking for is a sudden change in 

their reaction. 

For example, during normal conversation, if the person does not look you in the 

eye, it probably means they are just shy, lack self-confidence or its culture related. 

But if the person has had no problem looking you in the eye and something is 

said, and they suddenly lose eye contact, that is what you are looking for; a 

change in their reaction.      

Now it does make a difference if the person is either right or left handed.  Being 

right or left handed often times dictates which side of the brain the person is 

using.  For our examples, I will assume the other person is right handed. 

Notice their eye movements.   Specifically the direction the eyes are going   when 

they are speaking about something important. For example, are the eyes looking 

up, down or to the side.   

Chapter 4                                                              

Evasiveness - Deception - Lying 
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Specifically make note if their eyes are moving:   

Up and to the right (their right, not yours) 

When the other person has to answer a question:                                                                  

that requires them to Visually Construct an image, such as                                                                  

picturing a colorful rainbow, their eyes will move                                                                         

Up and to their right.                                                                             

This is called VC or visually constructing an image. 

 

 

 

Up and to their left (their left, not yours) 

This indicates a Visually Remembered Image, aka VR.                                                           

For example, if you asked someone what their best friend                                                                       

in high school looked like, their eyes would move up                                                                 

and to the left, as they Visually Remembered what                                                             

their best friend looked like. 

    

Down and to the right (their right, not yours) 

This indicates a Feeling, aka F or something they have                                                         

experienced in the past.   

If you asked someone to remember the smell of an orange,                                                          

this is the direction their eyes would move as they                                                                                  

recalled the smell of an orange. 

 

 

Vc 

                                   Vr 

 

 

 

         

             

                                

F 
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Down and to the left (their left, not yours) 

This indicates an Internal Dialog, also called Ai.                                                                             

or they are “internally talking to themselves                                                                                                  

and trying to make up an answer.”   

For example, an employee who is trying to come                                                                                 

up with an excuse why they are late for work again,                                                             

may look left and down when giving their explanation to the boss. 

 

 

How This Information is Used to Detect Lies 

 

Let’s say your right-handed child… asks you for a cookie and:  

You ask: “what did your mother (or father) say?”                                                                                  

They reply, “Mom said…yes,” and look upward and to their left.   

 

This is showing a “visually remembered” voice or image, and thus                                

showing signs of telling the truth. 

 

However, if the child looked downward and to their left they may be trying to construct 

a feeling or make up an answer. 

So by looking down and to the left, the child is indicating                                                   

that they are hiding something, being deceptive or outright lying.   

 

 

 

 

 

 

 

Ai 

VR 

Ai 
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This is an important gesture to watch for when you are interviewing someone for a 

job.   For example, if an applicant is right-handed and you ask about their experience in 

_______, or “tell me about a time you did ________” and they look left and down while 

giving the response, this could indicate deception and you would want to ask follow-

up questions.  

 

Hint:  if you want to know if the person is right or left handed, simply hand them a pen 

and have them write something. 

You can also often times tell if they are right or left handed by looking at their watch.  A 

right handed person usually wears their watch on their left wrist.   

 

 

2. Side Glances                                                                                                                

These slight glances can signify coyness and 

evasiveness. 

 

3. Closed Eyes                                                                                                        

When someone closes their eyes (even briefly) right 

before they give a response can indicate that the 

response will be tough to give. 

 

 

4. Too Much Eye Contact                                                                                                   

If someone is being questioned and consciously wishes to be perceived as 

truthful, they will continuously stare into the questioner’s eyes.  But it is the 

uninterrupted staring that usually gives people away.  They are trying too hard to 

look you in the eye. 
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5. Covering the Mouth                                                                                                    

Another gesture which indicates deception is when 

someone subconsciously tries to cover their mouth while 

giving an answer or explanation.  The theory is that the 

person is saying one thing, but trying to cover their mouth 

slightly as if to say:  “I should not be saying this because it’s 

not entirely true.” 

 

Sometimes people try to disguise this gesture by scratching 

their mouth or pretending to yawn.  They may also rub their lips, scratch their 

nose, pull on their left ear with the right hand or run the index finger under their 

nose in an attempt to cover their mouth while speaking.  Covering the mouth is a 

strong sign of lying or trying to cover up the truth. 

 

 

 

6. Touching or Scratching the Nose                             

Some people may touch or scratch their nose, especially in 

response to an important question. This often times 

indicates deception which could be caused by the 

adrenaline to the nose capillaries, causing the nose                                                                                                        

to itch. 

 

 

7. Incongruence                                                                                                                 

When someone says one thing and shakes their head in the opposite direction, it 

is called “incongruence” and can indicate deception.    

For example, one of your delivery drivers say to a customer, “I told the sales rep 

to call you yesterday” but slightly shakes his head in a “no” direction, he or she is 

showing signs of incongruence.  
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The driver may have mentioned to the sales rep that they saw the customer, but 

did not tell the sales rep to call them.  This is an easy, unconscious mistake to 

make and the physical response, (slightly shaking his head ‘no’) is often the 

truthful one. 

 

 

 

8. White Knuckles                                                                                                                     

Sometimes people who are not telling the truth will stay motionless, not trying to 

give off too many gestures, but grip the sides of a chair until their knuckles turn 

white, totally unaware of what is happening.    It’s this tight “gator grip” that is 

showing signs of extreme defensiveness or apprehension. 

 

 

9. Convincing Words                                                                                                              

Using words that try to convince you they are telling the truth.  For example,     

“to be honest with you,” and “quite frankly” and “to tell you the truth” are all 

words that are trying to sway or convince you of something. 

 

   10.  Humor and Sarcasm                                                                                        

Some people try using humor or sarcasm to avoid giving you a straight answer.        

They try to deflect your question and get you off track and onto another topic. 

 

  11.  Stalling Tactics                                                                                                           

People will often times try to buy themselves time by using stalling tactics.  For 

example, “that is an excellent question,” or “can you repeat the question” or “it 

depends on what you mean by ______” are prime example of stalling tactics.  
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  12.  “Out of the Blue” Compliments 

A liar may try to throw you off course by giving a compliment “out of the blue”.     
For example, a co-worker or job applicant may start talking about how great 
something or someone is in an effort to deflect the question. 

 

Please remember, these gestures are just suggesting the possibility of a lie.  It’s up to 

you to use your own judgement to determine if, the other persons words or actions are 

deceptive. 
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1.  When you are communicating with a co-worker ______% of what they react to 

is your body language.   hint: page 6   

 

2. Name 3 gestures that convey OPENNESS to a co-worker.  hint: pages 12 - 16  

 

A. ____________________________ 

B. ____________________________ 

C. ____________________________ 

 

3. Name 3 gestures that convey CONFIDENCE when you are in a business meeting.  

hint:  pages 13 - 14  

 

A. ____________________________ 

B. ____________________________ 

C. ____________________________ 

 

4. Name 3 gestures that convey DEFENSIVENESS when talking to a co-worker.    

hint: pages  17 - 22  

 

A. ____________________________ 

B. ____________________________ 

C. ____________________________ 

 

5. You see a co-worker with their arms crossed in front of their body.  What is 1 

gesture to help determine if they are being defensive or just comfortable?        

hint: page 20 

 

A. ________________________ 

EXERCISE 
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Many managers have made the mistake of hiring the wrong person for the job.  They 

bang their head against the wall and start screaming, 

 “I don’t understand it.  That applicant sounded so good during the interview.             

What happened?”   

Sound familiar? 

Hiring the right person is not easy.  But remember, if someone says one thing and their 

body language says something else; believe their body language; because body language 

will not lie to you.  With this thought in mind, let’s go over some things to watch for 

during a job interview.  

 

Before the Interview  

This is a great time to check out an applicant’s attitude when they are not trying to 

“impress” you, the interviewer.  Take a peek at the 

applicant’s posture and facial expressions.  

Are they smiling or frowning?  Are they sitting up straight or 

slouched over?  Taking note of how someone acts in a 

relaxed state, should give you a good idea of their attitude 

toward being there. 

 

The Greeting 

You can tell a lot about someone in the first few seconds by the way they shake your 

hand at the start of the interview.  Is their handshake firm and confident or is it 

something else?  

Chapter 5                                                            

Reading Body Language in a Job Interview 
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An applicant, who crushes your hand, could be showing a dominating attitude and lacks 

sensitivity.  On the other hand, the “wet-noodle” handshake tends to demonstrate a 

lack-luster personality.   Finally, an applicant who pumps the handshake up and down is 

usually a little over-eager and possibly insecure. 

You probably want an applicant who has a firm, confident handshake without being 

overpowering while making good eye contact. 

 

 

 

 

1. Eye Contact  

If good communication skills are an important trait of your next hire, then paying 

attention to their eye movement is critical.  Excellent communicators maintain 

good eye contact without staring.   

 

2. Hands 

Look for applicants who are relaxed, but not too 

relaxed during the interview.  One way to spot this is to 

watch their hands.  Job applicants who have open 

hands that rest on their laps during the interview tend        

to be confident and relaxed. 

You also want to see if the person is “steepling their 

hands” while answering an important question or 

listening to you.  Remember, steepling hands are a strong sign of confidence in 

what they are saying or hearing.   

  

  Interviewing Job Applicants                                     

OPEN Body Language 
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3. Do They Talk with Their Hands? 

An applicant who uses their hands when making a point, especially if the gestures 

are big sweeping motions, are often times considered… extroverts or Socializer 

personalities.  These would be great body 

language signs to watch for if you are hiring for 

positions such as:  

 Sales  

 Marketing  

 Public Relations 

   

On the other hand, an applicant who uses their fingers to make points, such as:  

“first I did this and second I did this etc.”, are showing signs of having an introvert or 

Analytical personality. 

These traits often work well for positions such as: 

 Accountant  

 Quality assurance  

 Engineering  

 Technical jobs 

 

So how is all this information going to help you?   

If you can get an idea of what their personality is by watching their hand movements, 

you might have a better idea if that applicant’s personality is a good fit for the job.   

 

4. Posture 

Look for good posture when the candidate is seated.  Someone who sits upright 

tends to show confidence but is also at ease.   
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5. Shoulders Square                                                                                                   

When an applicant has their shoulders square toward you when they 

communicate is showing signs of openness 

and honesty. 

 

6. Leaning Forward                                                                                                                         

You also want an applicant to be interested 

and engaging in the conversation.  Leaning 

slightly forward in the chair shows interest and active listening to what is being 

said during the interview. 

 

7. Facial Expressions 

When you are asking an applicant a question, be sure to watch their facial 

expressions; specifically noting the timing of the gestures.  For example: 

Interviewer:  “This job would require you to work overtime from time to time.” 

Applicant:  Smiles, and then simultaneously says, “No problem at all”. 

Because their body language of smiling simultaneously matched their verbal 

answer, it probably means the applicant was sincere in their response.  

 

Scenario #2 

Interviewer:  “This job would require you to work overtime from time to time.” 

Applicant:  Blank expression while saying, “No problem at all,” and then a few 

seconds later, a smile.   

Because their body language did not simultaneously match their response, you 

may want to question the person’s sincerity and truthfulness. 



35 
 
 

8. Smiling                                                                                                                                  

This gesture can give you an idea about the person’s demeanor.  A person who 

smiles often is showing signs of being a 

happy, positive person and is often times 

considered an extrovert personality. 

 

 

9. Polished Shoes                                                                                                                 

One of the most important things to look at when interviewing someone is:  

their shoes.  Are they neatly polished and in good condition or are the shoes dirty 

and scuffed up?   

 

Let’s face it.  Polishing dress shoes takes some 

time and effort, but it does show pride in their 

appearance.  Of course, the importance of 

having neatly polished shoes depends on the 

job you are hiring for.   
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1. Clearing the Throat                                                                                                        

Listen to see if the applicant clears their throat in response to an interview 

question.  This can an indication of disagreement or that they’re uncomfortable 

with the question. 

 

2. Lack of Eye Contact 

When an applicant fails to make good eye contact it could mean they are not 

interested or just plain bored. 

What’s really important in a job interview is when the 

candidate changes from their baseline.   

For example, if the candidate has had no problem 

making eye contact with you throughout the interview, 

and suddenly looks away while giving a response to an 

important question, you should make note of this.   

Looking away often times means their response was tough to give or there may 

be some type of deception or just a lack of sincerity in their answer.   

 

3. Closed Hands                                                                                                      

An applicant with closed hands (in a fist) or is tightly gripping the arm of a chair 

usually means they are being defensive or tense about something.  Some 

applicants are so defensive about something (or they are being deceptive) that 

their knuckles actually turn “white” from gripping the arm of the chair too tight. 

 

Interviewing Job Applicants                                         

     CLOSED Body Language 
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4. Wringing Hands                                                                                                 

Watch out for an applicant who is wringing their hands.  

This is a stepped up version of clenched hands and is 

usually displayed when someone is very uncomfortable 

with a question that was asked.   

 

5. Drumming Fingers                                                                                                                

Also, be wary of someone who is drumming their fingers during the interview. 

This is showing signs of impatience or boredom. 

 

 

6.  Finger Pointing                                                    

When an applicant points their finger at you or 

someone else during the interview, they are 

showing clear sign of aggression.                

 

7. Bad Posture                                                                                                      

Watch out for a candidate who slouches in the 

chair, which indicates sloppiness or someone 

who leans too far forward (into your personal 

space) which could be a sign of aggressiveness.   

 

 

8. Wrapping the Legs                                                                                                                     

If the applicant has their legs firmly planted on the floor during the interview and 

suddenly a question or topic comes up, and they wrap their feet around the leg of 

the chair, they could be displaying defensiveness or disagreement.  They are 

“anchoring themselves in” for a confrontation.   
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9. Feet Tapping                                                                                                                          

Also watch out for an applicant who taps or swings their feet quickly from side to 

side.  This is a clear sign of impatience, nervousness or boredom. 

 

 

Deception During the Interview 

At my live seminars, many managers ask me how they can tell if a job applicant is lying 

during the interview.  If you go back and review pages 23 – 29, you will get a good idea 

how to spot possible deception in a job interview. These gestures include: 

 

1. Looking left and down when giving an answer. 

2. Side glances. 

3. Closing their eyes while responding to a question. 

4. Too much eye contact. 

5. Covering their mouth when speaking. 

6. Touching their nose while giving an answer.  

7. Incongruence. 

8. White Knuckles (aka Gator Grip). 

9. Too many convincing words. 

10.   Humor or Sarcasm 

11.   Stalling tactics to buy them more time to come up with an answer. 

12.  “Out of the blue” compliments. 

 

Please note: I want to emphasize that just because you see one or more of these 

gestures does not 100% mean the applicant is lying to you.  These are just clues to 

watch for which could indicate deception.  If you notice these gestures, I encourage 

you to ask follow-up questions and ask for examples from the applicant. 
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Exiting the Interview 

Watching how an applicant exits the interview room is just as important as the initial 

greeting. Here are a couple of things to make note of when the interview is coming to a 

close. 

 

1. Are they making good eye contact as they depart or looking past you? 

 

2. Notice their handshake. Is it firm like it was when they entered or are they trying 

to crush your hand or give you the “wet-

noodle” shake? 

 

3. Are they walking toward the door with their 

head still held high and shoulders square          

or are they slouched over and look like they 

were just defeated? 

Often times when the interview is “over” 

you can get a real sense of how someone feels when the pressure is off. 
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1. What are 2 gestures you should look for BEFORE the interview has started?                

Hint: page 31 

A.  ______________________________________________ 

B. ______________________________________________ 

 

2. What are 2 gestures which indicate openness?   Hint: page 32 - 35 

A. _____________________________________________ 

B. _____________________________________________ 

 

3. What are 3 closed / negative gestures to watch for in a job applicant? 

Hint: page 36 - 38 

 

A. __________________________________________ 

B. __________________________________________ 

 

 

4. What are 2 things an applicant’s hand gestures could tell you about their 

personality?   Hint: page 33 

 

A. __________________________________________ 

B. __________________________________________ 

 

 

5. What are 4 gestures which could indicate that an applicant is being deceptive or 

outright lying to you?     Hint:  page 38 

A. ___________________________________________ 

B. ___________________________________________ 

C. ___________________________________________ 

D. ___________________________________________ 

Exercise 
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Making a sales presentation to a prospect is a bit like playing chess.  The ultimate goal is 

to come out a winner and much of the time is spent reacting to what the other person 

did or said.  The purpose of this section is to help you “read- into” what the customer is 

really thinking, which should help you close more sales.  

Picture this.  You make a killer sales presentation and the prospect says all the right 

words like “I’m interested in your product” or “that 

sounds good”,  but the deal is never signed and you’re 

left wondering…”what happened?” 

Many customers don’t like conflict.  Plain and simple.  

They hate telling people “no” (especially if they like 

you) so they take the easy way out by saying the right 

things which gives you false hope of closing the sale.   

You can dramatically increase your closing rate if you 

know how to read a customer’s body language.  

Remember, if a customer says one thing and their body language says something else; 

believe their body language, because body language will usually speak much more 

truthful than words. 

Throughout my career, I’ve made thousands of sales presentations.  I remember many 

years ago, one of my sales managers told me, “don’t just go in and start talking about 

your product or service. You have to listen to the customer.”   Good sound selling advice 

to a new salesman.  But I’ve learned over the years, that you need to listen to the 

customer with your ears and your eyes.  

 

 Reading body language, even small gestures will give you a strong sense of what your 

customer is really thinking.  But you have to be observant to catch these small gestures.   

 

Chapter 6                                                           

Reading Body Language in a Sales Presentation 
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1. Constant Eye Contact                                                                                            

This usually means the customer is connecting with you and you are on the right 

track.  Also, if you can pick up a sparkle in their eyes, it could mean they are 

getting excited about your product or service. 

 

2. Glancing Toward a Specific Object                                                                                      

Like your brochure, a sample, the rate sheet often 

times means they want to talk about it. 

 

3. A Genuine Smile                                                                                                                           

This is a great indication of friendliness, comfort and 

interest in your product or service. 

 

4. Head Nod                                                                                                                                      

A customer who slowly nods their head is showing agreement. 

 

5. Open Hands                                                                                                                    

When a customer’s hands are OPEN, it usually means they are open to new ideas 

or agrees with what you are saying. 

 

6. Touching the Heart                                                                                                      

This gesture indicates a positive emotion and that particular feature of your 

product that you just mentioned has a special benefit to them.  Pay close 

attention to what you said when the customer touched their heart.  You may 

want to re-emphasize that point when closing the sale.  

 

Making a Sales Presentation                         

OPEN Body Language 
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7. Steepling Hands                                                                                                               

As I mentioned in previous chapters, hand steepling is a very strong sign 

confidence.  The customer likes what they are hearing from you.  

 

8. Rubbing the Palms Together                                                                                  

Palm rubbing often times communicates a positive anticipation. The customer 

may be thinking,   “I’m looking forward to seeing your product work”   

 

9. Touching the Product                                                                                                            

When a customer touches or picks up your 

product, they are showing you a very positive 

buying signal.  Time to close the sale!  

 

    10.  Leaning Forward                                                                                                                        

This gesture indicates that the customer is 

engaged and interested in the conversation. 

 

    11.  Being Still but not Ridged.                                                                                        

 Just because a prospect is quiet does not necessarily mean they don’t like your 

product or service.  Often times it signals that the customer is more interested in 

what you are saying and they don’t want to be disruptive. 

 

    12.  Uncrossing the Arms and Legs                                                                                           

             The customer’s defenses are coming down and you are on the right track. 
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Here are 18 gestures which indicate your presentation may NOT be going well and you 

need to shift gears… quickly.  

 

1. Rubbing the Eyes                                                                                                                   

Eye rubbing especially during an important point you are making, is an excellent 

sign that the customer is not clear what you are saying.  “I can’t see it.”  or “it’s 

not clear to me”.   This would be a good time go over the key points of your 

presentation again.   

 

  

2. Crunching Eyebrows or Squinting 

     This usually means “I’m really trying hard to see your   

     point, but it’s still unclear to me”.  When you see the  

     squinting eyes gesture, especially when you are trying to   

     make an important point, you should back up and clarify  

     that point before moving forward. 

 

 

3. Staring                                                                                                                              

This often times just means the customer wants to be in control of the meeting. 

 

4. Glassy Eyes or Staring Off                                                                                         

This is a sure sign of boredom and you need to ask the prospect a 

question…quickly. 

 

5. Avoiding Eye Contact                                                                                                               

A clear sign that the prospect is uncomfortable with you or the discussion. 

Making a Sales Presentation                     

CLOSED Body Language 
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6. Looking Down                                                                                                                  

A strong indication that the customer is experiencing an unpleasant emotion, 

like hearing your price.   

 

7. Looking Toward the Door                                                                                             

Often times, this means that the prospect wants to leave the conversation.      

(aka, it’s time for you to leave.  Not a good thing either). 

 

 

8. Touching or Scratching the Nose                                                                                     

This is often times called the “negative evaluation gesture.”  This could be 

caused by the adrenaline rushing to the nose capillaries, causing the nose to 

itch.  This usually takes place when the customer just heard something they did 

not like. Such as your price.   

 

For example, when you mention the cost of your product 

or service, and you see the customer immediately touch 

or rub their nose, it is a clear sign of disagreement.   

 

Notice the 3 negative gestures from this customer. 

Looking downward, closing the eyes and rubbing the 

nose.  Not a good thing. 

 

At this point if you continue to talk about the pricing; you probably will lose the 

sale.  Instead, re-focus on the benefits of your product or service. 

There is an old saying in sales.  You should never apologize about the price you 

charge.  You just have to justify it. 
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9. Clearing the Throat                                                                                                         

A customer who clears their throat, especially in response to a request or 

statement is giving a strong indication that they disagree with what was just 

said.  For example, you mention the price of your product and almost 

immediately you hear the customer clear their throat.  Again it’s time to simply 

recap the benefits of your product or service. 

 

       10.  Finger on the Lips (touching the lips)                                                          

This is a common gesture when the customer wants you 

to be quiet because they have something to say.  

Subconsciously, the customer puts their finger against 

their lips as if to say: “Shhhhh…I want you to be quiet.” 

Be very conscious of this gesture. Often times the 

customer will want you to be quiet because they have a 

question about your product or service. 

 

        11.  Hair Tugging 

A customer tugging at her hair during your 

presentation, often time communicates 

boredom with what you are saying.   They may 

be thinking, “I’d rather being doing anything else 

than listen to this presentation” or “I’m so 

frustrated, I’m pulling my hair out.”  Time to 

step up your presentation a notch and get the customer involved. 
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12.  Hiding Hands in Pockets      

When a customer or prospect suddenly hides their hands in their pockets, 

especially during a critical part of the presentation, is often times showing 

defensiveness, tension or lack of trust.  When you see this gesture, you 

probably want to ask a few “probing” questions to get to the real objection.   

 

13. Drumming Fingers                                                                                             

       This is an obvious signal that the customer wants you to “get to the point.”   

 

14.  Playing with a Pen or Shuffling Papers                                                                                 

People often do this as a distraction because they are annoyed or bored with 
something or they just want to say something.  Time to ask 
the customer a question.  

 

        15.  Hands on a Table or Chair and Leaning                                                                                                                         

                  This means the customer wants you to listen to them. 

   

16.  Buttoning up the Jacket                                                                                        

When a customer buttons up their jacket in front of you, it can mean, “I’m 

ready to close up this conversation” or “I’m being very guarded of what I tell 

you.” 
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17.  Crossing Arms                                             

Sometimes this means the customer is being defensive or guarded around you.  

They are trying to protect themselves from being “sold” something they don’t need 

or can’t afford.    

Crossed arms may also mean the customer is NOT 

flexible in their opinion and it may be very difficult to 

get them to switch to your product or service.  So it’s 

time to probe for more “needs” from the prospect.  

 

Hint:  Remember what we talked about in previous chapters. Look for the 

customers fingers when their arms are crossed.  If you can see their fingers when 

their arms are crossed, it usually means they are just comfortable or maybe even 

cold.  When the fingers are visible, it means the hand is 

open.  Open hands means open heart. 

 

 

18.  Ridged and Stiff                                                                                      

This indicates that the customer is agitated or anxious 

about something.  You need to ask OPEN ended questions         

to find out what is upsetting them BEFORE you go any 

further with your presentation. 
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1. Loss of Eye Contact 

When a customer starts looking around during a sales presentation, they may be 

trying to break the tension (like when you ask for the order) or they may just be 

bored with your information. 

 

2. Shoulder-Shrug 

This is a nicer way of saying, “I don’t care” or “this point is not a big deal to me”   

 

3. Head in the Hand                                                                                                        

People will rest their head in the palm of their 

hand while the fingers support the cheek.  The 

person is signaling that they are “so bored” 

with the situation (aka: your presentation), 

they can barely keep their head up or stay 

awake. 

 

When you see these boredom or frustration gestures, it usually means your customer is 

fading fast.  It’s time to add some excitement to your presentation.  You might want to 

change your voice inflection and get them involved in the presentation.  

 

 

 

 

 

Indifferent, Boredom or Frustration Gestures 
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1. Tilting the Head                                                                                                             

Have you ever seen a dog that has a confused look?  

They tend to tilt their head.  Well people do the 

same thing. They tilt their head when they are 

confused about something. 

 

 

2. Crunching Eyebrows and Squinting 

This usually means “I’m really trying to see your point, but I just don’t get it.” 

 

3. Touching the Eyes                                                                                              

People tend to rub their eyes, eyebrows or the bridge of their nose when they 

are confused, as if to say, “I don’t see it.” 

 

4. Tugging the Ear                                                                                                        

When a customer wants to interrupt you, the natural 

tendency is to raise their hand as if to say, “STOP Talking or 

I want to say something”. 

 

Most people picked up this gesture in grade school.  As a 

child, when you wanted to ask a question, you raised your 

hand.  As adults, we seem to emulate that same behavior.  We subconsciously 

start to raise our hand then quickly put it back down or try to disguise it by 

tugging at the ear.   

 

So if you are trying to make a point to your customer and you notice the “I’m 

raising the hand” gesture, you may want to stop talking and allow them to 

speak or ask a question. 

 

 

“I Have a Question” or “I’m Confused” Gestures 
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1. Touching the Chin, Cheek or Upper Lip 

When someone is “thinking” about their response or 

showing consideration, they tend to stroke their chin, 

cheek or upper lip with the index finger and thumb. 

 

 

2. Tugging the Pants or Shirt Sleeve  

People sometimes subconsciously will tug at their pant 

legs or shirt sleeve when they are trying to make a 

decision. 

   

This gesture is associated with, “I’m torn with which decision to make”.  When the 

tugging stops, the decision is usually made. 

 

These are just some simple gestures to watch for when making a sales 

presentation.  By paying attention to a customer’s body language, you will have a 

good idea what the customer likes, dislikes and when it’s time to close the 

sale…all without them saying a word. 

 

 

 

 

 

“I’m Making a Decision” Gestures 
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1.  What are 2 gestures a customer may show when they are confused or have a 

question about your product or service?         Hint:  see page 50 

 

A. ______________________________ 

B. ______________________________ 

 

2. What are 2 gestures a customer may show which indicates they are interested in 

your product or service?     Hint:  see page 42 - 43 

 

A. ______________________________  

B. ______________________________ 

 

3. What are 3 gestures a customer may show which indicates disagreement with 

what you just said?    Hint:  See page 45 - 46 

 

A. _______________________________ 

B. _______________________________ 

C. _______________________________ 

 

4.  What are 2 gestures a customer may show which indicate they are thinking about 

your proposal or trying to make a decision?      Hint:  See page 51 

 

A. _______________________________ 

B. _______________________________ 

EXERCISE 
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There you have it.  How to Read Body Language in a clear, concise format.   

Of course this material is not going to make you a psychologist or an FBI profiler, but it 

will give you some great insight to understand what people are really thinking.  These 

gestures will especially help you when you are communicating with co-workers, 

interviewing a job applicant or making a sales presentation. 

Now the fun begins.  Start to watch people, especially in public places such as the 

airport or a grocery store.  Notice how they turn their head, open or close their hands 

and the different expressions on their face.  Watch the guy with a flight delay at the 

airport who appears concerned about missing his connection. 

Watch the lady talking on the cell phone.  You can get a sense of who she is talking to 

without hearing one word of the conversation.  Is it a business call or a personal one?  Is 

it a boyfriend who she has not seen in a while or one of her children?  Is she bored with 

the conversation or enthusiastic? Body language will tell it all! 

 

Good luck! 

 

 

 

 

 

 

Chapter 7                                                   

Conclusion 
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Gesture Possible Meaning Workbook Page 
Nodding Head Slowly Agreement – Understanding 12 

Eye Contact Paying attention – listening 12 

Lift Head & Extend Chin Authority – Confidence 12 

Smiling Friendly  12 

Clearing Throat – Response Disagreement 17 

Chair-Glance- Smile Disagreement 17 

Twitching Mouth Disagreement 17 
Raising One Side Mouth Mocking you 18 

Index Finger in Front Lips I want you to be quiet 18 

Open Hands Agreement – Confident – Relaxed 12 

Steepling Hands Confidence 13 

Thumbs Sticking Out Confidence 13 

Rubbing Palms Together Anticipation 14 
Touching Heart I am touched by what you just said. 14 

Open Arms Being Open – Friendly 15 

Uncrossing Arms & Legs Defenses coming down 15 

Leaning Forward I’m engaged in the conversation 15 

Unbuttoning Jacket Open to the conversation 15 

Shoulders Square Heart to heart conversation 15 

Leaning Back – Hands Laced Confident in what I’m hearing / saying 16 
Hiding Hands in Pockets Defensiveness – Tension 18 

Hand in a Fist Aggression 19 

Wringing the Hands Nervous – Agitated 19 

Hands on Hips – Standing Challenging you – Arrogance 19 

Gator Grip Defensiveness – Tension 19 

Fingers Curled Front Mouth I want to lash out at you. 20 
Cross Arms Front of Body Defensive – Cold – Comfortable 20 

Brisk Walking Confidence – Busy 14 

Wrap Foot Around Chair Leg Defensiveness 21 

Locked Up Ankles Tension 21 

Feet on Desk or Chair Dominance – Smugness 21 

Tapping – Swinging Feet Impatient, nervous, intimidated 22 

Point Feet Toward Door Ready to Leave 22 
Eyes Looking Down & Left Deception – Evasiveness – Lying 25 

Eyes – Side Glances Coyness – Evasiveness 26 

Closes Eyes Before Answer Answer is tough to give 26 

Too Much Eye Contact Deception – Lying 26 
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Cover Mouth - Answering Deception 27 

Scratching Nose – Response Deception 27 
Incongruent Response Deception 27 

Using Convincing Words Deception 28 

Humor – Sarcasm – Deflect Trying to avoid giving a straight answer 28 

Stalling Tactics Trying to buy themselves time 28 

Out of Blue Compliments Trying to throw you off course 29 

Slouching Posture I don’t want to be here 31 

Crushing Handshake Trying to be dominating – insensitive 32 
Wet-Noodle Handshake Lack-luster personality 32 

Pump Up/Down Handshake Over-eager – Possible insecure  32 

Lack of Eye Contact Insincere, Not interested, Uncomfortable 18 

Sweeping Hand Movement Extrovert personality 33 

Counts on Fingers Analytical personality 33 

Closed Hands Defensive – Tense 36 
Drumming Fingers Boredom – Impatience - Aggression 37 

Eyes Glancing at Your Product 
Rate Sheet, Brochure 

Customer wants to talk about it 42 

Rubbing Eyes Confusion – It’s not clear to me 44 

Crunching Eyebrows Confusion – It’s not clear to me 44 

Staring Customer wants to be in control 44 

Staring off in the Distance Boredom 49 

Looking Downward Unpleasant emotion 45 

Looking Toward Door Wants to leave the conversation 45 

Tugging at Hair Boredom 46 
Shuffling Papers – Pen Annoyed – Bored – Wants to talk 47 

Stand – Hands on Chair Wants to make a point 47 

Buttoning Up Jacket Time to wrap up the presentation 47 

Ridged – Stiff Posture Agitated – Anxious 48 

Head in Hand Boredom 49 

Tilting the Head Confusion – “Not clear to me” 50 
Touching – Rubbing Eyes Confusion – “I don’t see it” 50 

Tugging at Ear “I want to say something” 50 

Touch Chin, Cheek, Lip “I’m thinking about it” 51 

Tugging at Pants Shirt Sleeve “I’m torn.”  Trying to make a decision 51 

 


