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Stop looking in a prospective resident’s eyes and start
looking at their belly button. According to New York
Times Best Selling author Janine Driver, founder,

president and lead instructor for the Body Language Institute
(BLI), people point their mid-sections toward others they
like, admire and trust.

“We call this ‘navel intelligence,’” says Driver, a Thought
Leader at the 2013 NAA Education Conference & Exposi-
tion, June 19-22 in San Diego. “If a prospective resident is
turning their belly button away from you and toward the
door, you know that you have lost their interest. Try saying,
‘Maybe I’m wrong here, but it seems to me that you feel
uncomfortable with something.’ Then you can speak to
their concerns and grow closer to closing a deal.”

Through her innovative techniques when reading body
language, Driver says apartment industry professionals can
also tell if prospective residents, employees or supervisors
are lying.

She says shoulder shrugs and “the micro-expression 
of contempt” are the two most common signs of a liar. 

“Shoulder shrugs are a sign of uncertainty,” says
Driver, who served as a law-enforcement officer within 
the United States Department of Justice for 15 years, 

where she trained more than 60,000 lawyers, judges and
other officers how to read body language and detect 
deception. 

“Imagine saying, ‘I don’t know,’ and using a gesture
that goes along with that statement. That’s congruent 
because the statement and the gesture go along with one
another. Now, when you use that gesture with a definite
statement like, ‘Sure, I would love to go to your party’
(shoulder shrug), we have more to the story here.

“Contempt is the only unilateral expression that all 
humans use. Sometimes it can be referred to as a smirk
(half a smile). This is a dangerous one. The meaning of a
contempt micro-expression is, ‘You shouldn’t be breathing
the air you’re breathing.’ If you run across this in your
workplace or with your friends, you better figure out the
underlying factor.”

Driver says all liars are tightrope walkers who want to 
get across the canyon of skepticism and doubt and get to
the other side where someone believes them. Typically, they
fit into three categories: teeter-totters, convince-not-conveyers
and backsliders. 

Teeter-totters put on an act of confidence, but use 
pacifying gestures, Driver explains. They contradict their
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own message with something incongruent in their message
or body language. 

“Imagine this kind of liar as the tightrope walker that
sways back and forth,” she says. “They might march on
with confidence and charisma, but lose their footing mo-
ments later.”

The convince-not-conveyers are the Bernie Madoffs of
the world, she says. These are the aggressive liars who will
do anything and everything to be believed. 

“Convince-not-conveyers will back you down and use
‘gaslighting’ to make you feel insignificant and small,”
Driver says. 

Gaslighting is a form of psychological abuse in which
false information is presented with the intention of making
a victim have doubt about his or her own memory, percep-
tion and sanity. 

Instances may range simply from the denial by an
abuser that previous abusive incidents ever occurred, up to
the staging of bizarre events by the abuser with the inten-
tion of disorienting the victim.

“Imagine this kind of liar as the tightrope walker that
dashes and bolts to the other side. He/she knocks every-
thing and everyone out of their way to be believed.”

Finally, Driver says the backsliders are the “typical”
liars—the Jerry Sanduskys of the world. They stutter. They
pacify themselves. They try to disappear when confronted in
the lie. 

“This is the tightrope walker who just got out of circus
school and needs to cross the Grand Canyon on a thin
rope,” Driver says. “The tightrope walker has no confidence
and takes two steps forward and one step back.”

Whole Truth, Nothing But the Truth
Not all lies are created equal.
“On one end of the spectrum, we have the pro-social lie,”

says Driver, who serves as a media expert for NBC’s TODAY
show, 20/20, CNN and the Dr. Oz Show. “This kind of lying
is what we refer to as a ‘white lie.’ It does no harm to oth-
ers. For example, lying about the Easter Bunny and Santa
Claus would be considered a pro-social lie. Now on the
other side, we have the antisocial lie. 

“It causes harm to others, but does no good to the person
telling the lie—such as spreading rumors about a fellow
employee just for the heck of it. That’s downright evil.”

Fibs regarding the Tooth Fairy and about other common
fictional characters are of no concern to employers. Other
lies are.

Whether done consciously or not, Driver says statistics
show that 90 percent of people who apply for jobs over-
emphasize or downright make up something on their 
résumés. More importantly, 80 percent of lies go unde-
tected.

Before interviewing a job candidate, Driver says it is im-
portant to prime them to be truthful in their responses.
Rather than saying, “Please do not lie,” say, “Please be

Backsliders are the “typical” liars—the Jerry Sanduskys of 
the world. They try to disappear when confronted in the lie. 
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Laying Down the Law
Law enforcement officials use a three-step interroga-

tion process that apartment industry professionals can
implement when hiring or confronting employees.

1 Baseline. This is the process of determining 
one’s normal behavior. To do so, observe their body

language. Do they seem relaxed? Listen to their word
choice. For example, if they are answering questions,
“Yes, sir,” is that their typical way to communicate?
What is their eye’s blink-rate? Driver says that it takes no
more than three minutes to obtain a proper baseline.

2 Hotspot. This is the deviation from the base-
line, where one’s word choices might differ from

their normal vocabulary. They might uncross their
arms when asking a question, or shrug their shoulders
while speaking.

3 Powerful Questioning. Attempting to read
the person’s mind probably will not help lead 

to truth. If someone appears to be uncomfortable, 
anxious or stressed, tell them that they appear that way
and ask them what is wrong. Keep in mind that perhaps
the individual in question was thinking of something
else that made them anxious or nervous when they
were asked a specific question. They might be thinking
about someone else who might be affected by how they
answer you. So, asking a powerful question is critical.

“Once you understand the three-step process, you
can utilize it to increase your bottom line, establish
more trusting relationships and filter out employees
who could undermine your company,” Driver says.
–LB



honest.” Driver suggests using statements that refer to the
truth, such as, “Whether you tell me the truth or don’t tell
me the truth...”

With job application forms, Driver says the first thing job
candidates should read is, “I hereby sign that the following
answers I provide are the truth.”

Once the actual interview has begun, Driver says a three-
step process should be applied (see “Laying Down the
Law”).

“Always build enough rapport with each potential candi-
date to see how he or she presents himself or herself when
they are not stressed,” Driver says. “Ask questions relating to
the job and watch for deviations from their baseline. When
there is a deviation, ask a powerful, open-ended question to
get closer to the truth.”

Words With Friends
A job candidate has been found to be honest and is hired,

but who’s to say they won’t lie on the job? Situations such
as this could occur.

“I remember talking to one of my interns over lunch,”
Driver says. “I asked if she had ever been in a physical fight
and she said, ‘The fight I can tell you about is the one
where my friends and I went to this ice skating rink...’ 
I couldn’t wait until she finished the story, because my
reply was, ‘What is the story that you can’t tell me about?’
She was clearly keeping something from me.”

Other common workplace lies include, “I never got your
message,” “you just missed me,” “I’ve basically been doing
work all day,” “I would never say that,” and “it was nothing
personal, but...”

“These phrases all have hotspots in them—a deviation
from the baseline, where an individual’s word choices
might not match their normal vocabulary,” Driver says.
“The word ‘just’ is what we call squishy language. It is un-
necessary language that is there to fluff up the message
that is being conveyed. 

“The word ‘basically’ also is a major hotspot. ‘What else

have you been doing besides work?’ a supervisor might
ask.”

Driver says such statement analysis is particularly useful
when detecting a lie over email, Facebook or a phone 
conversation, when body language is taken out of the 
equation.

For example, consider this email: “Hey! I just missed
your call. I’m sorry I couldn’t finish that document for you
today. I was basically at home with the kids because my
daughter was sick.”

“Once again, the ‘just’ and ‘basically’ hotspots are pres-
ent,” Driver says. “This statement analysis is twice as effi-
cient at detecting deception than body language.”

However, Driver says these processes are about doing
one’s due-diligence and asking powerful, open-ended 

questions, rather than mind reading.
Driver says never to say to someone, “AHA! Since you said

‘never’ and ‘just,’ that means you’re lying.” She says the
goal is “to find the truth, not make our own truths.”

Lauren Boston is NAA’s Staff Writer. She can be reached at
lauren@naahq.org or 703/797-0678.

Miss the Session? Purchase the Recordings

Arecording of Janine Driver’s presentation and other session recordings are available for 
purchase by checking the “Conference Plus” box on your 2013 NAA Education Conference 

& Exposition registration form. Visit www.naahq.org/educonf to register for the conference.
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Check out “You Can’t Lie To Me:
Decode the Truth Behind Your
Clients Objections & Produce
More Consistent Results”

Friday, June 21
9:45 a.m. - 11:15 a.m. & 4 p.m. - 5:30 p.m.

at the 2013 NAA Education 
Conference & Exposition in San Diego 

Visit www.naahq.org/educonf 
to register for the 2013 NAA Education

Conference & Exposition

80 percent of lies go undetected.


