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Bowers & Wilkins
There are moments in music when the emotional connection 

between the performers and the audience is tantalizingly 

close. Moments when their joy, sadness, anger or passion 

becomes yours as well. Moments when you can pick out 

details you’ve never heard before, and hear musical parts 

you weren’t aware of. It’s in these moments, when sound 

closes the gap between reproduction and reality, that makes 

Bowers & Wilkins one of the world’s leading loudspeaker 

brands. From audiophile grade loudspeakers, to iPod® and 

PC speakers, Bowers & Wilkins delivers pure audio in every 

product they build. And with their stunning design, you’d 

better get ready for a feast for all your senses.

To find out more visit MagnoliaAV.com  
or BestBuy.com/Magnolia
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It’s an exciting time for the Magnolia 

brand. For the first time since opening 

Magnolia Home Theater stores 

inside Best Buy® locations, the entire 

brand is now under one leadership 

team. This creates an important 

difference for our customers. Now 

our mission, vision and customer 

focus is consistent no matter where 

you connect with Magnolia. Whether 

you shop in a Magnolia Home Theater 

store, a Magnolia Audio Video store, 

one of our Design Centers or even 

online, we can provide you with any 

and all of our exclusive services, 

custom installations and exceptional 

products. So no matter what your 

needs, we’re ready to fulfill all your 

home electronic dreams. 

Now let’s dive into the sixth issue 

of M magazine, where we'll show you 

our unique capability to satisfy every 

customer’s dream, no matter where 

they live or what they need. Enjoy.

Steve Delp  
COO Magnolia

Magnolia:
P u t t i n g  t h e  S e r v i c e  B a c k  i n t o  C u s t o m e r  S e r v i c e

If the three most important words in real estate are “location, location, location,” 

then the three most important words in retail are “service, service, service.” The 

problem is, many companies in retail seem to leave the “service” out of “customer 

service”. Thankfully for the Magnolia Home Theater customers in Delaware, the 

store not only remembered service, they made it their complete focus. 

f i n d  u s  o n l i n e  @  m a g n o l i a a v . c o m  &  b e s t b u y . c o m / m a g n o l i a   1
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Sales Associate Luis Maria put it, “When you’re at their 

house, you’re no longer a sales person, you’re a friend. 

And we’ll look at what they want together. And once 

you're in their home, you can point out things they 

may never have expected.”

Now that they were building relationships, the 

last step was to work with the very best installation 

team they could. With Geek Squad® on board, the job 

was easy. They chose the best of the best Installers 

"The relationship that the Sales Associates have built is truly key.
That passion and background is a big difference. The brand of 
Magnolia is living and breathing in this community now where  
it initially wasn’t." Tom Partlet, GM Concord Pike Best Buy

Six months ago, as the economy moved 

deeper into a recession, staff reductions were 

the norm throughout the workforce. But for 

the Magnolia store in Concord Pike, they knew 

that if they wanted to survive, they needed to 

differentiate themselves from the high-end 

electronics stores moving into the area. So 

instead of reducing staff, they grew their staff with 

experts and specialists who not only understood 

the products, but also understood the importance 

of customer service. 

“We weren’t focusing on the customer 

experience,” said Magnolia store manager, Brent 

Frymoyer. But that would soon change. They 

developed a system design program where the 

Magnolia Sales Associates needed to get certified 

with a higher level of product knowledge, as well  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

as a higher level of customer service. Furthermore, 

select Sales Associates were trained as in-home 

consultants – going to people’s homes and 

providing them with consultations. 

These Sales Pros now entered customer's 

homes equipped with templates to draw up their 

home, and then discussed everything Magnolia 

could do. This allowed Magnolia the ability to 

develop a relationship with their customers. As 

Tom Partlet, GM Concord Pike Best Buy
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Left: A look into Best Buy® from the Magnolia store floor.

Below: The Home Theater Demo Room decked out with  
MartinLogan speakers and premium home theater seating.

Bottom: Some of the Magnolia team that’s helped turn things 
around: Sales Associate, Luis Maria, Customer Solutions/
Store Manager, Brent Frymoyer, Sales Associate, Carl Monsen 
and Magnolia Brand Manager, Brian Farrell.
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to handle the complex jobs, and these crews became 

dedicated to the Concord Pike Magnolia store. “These 

guys can get it all done right the first time. We’ve had zero 

returns or issues,” Frymoyer said.

All of this has lead Concord Pike to become one 

of the highest grossing stores in the company. “We have 

no upset customers, something we couldn’t say from 

before, plus we’ve tripled the revenue,” Frymoyer says. 

So it seems like a win, win for everyone involved. “We 

always ask ourselves ‘how do we go above and beyond to 

do whatever it takes for our customers?’” 

Other Magnolia stores are quickly taking note from 

Concord Pike, as word of mouth has made this store very 

popular. “You do one person right, and they’re going 

to tell their buddies.” Well buddy, now you know about 

Concord Pike, too. 



4 |  B r i n g i n g  i n s p i r a t i o n  t o  y o u r  s p a c e ™

F    or Steve Miceli, 

professional musician, rockin’ a 

stage comes as naturally as rocking a baby 

is for a mother. But when it came to creating a 

space in his home that would rock just as hard, he 

found himself a bit outside of his element – and 

that’s when he turned to Magnolia’s Tommy 

Leonard for a Man Cave as slick and 

smooth as his riffs are on the guitar. 
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Professional musician Steve 
Miceli in his Man Cave doing 
what he does best – rockin' 
the guitar along with some 
concert footage on his  
63" Samsung HDTV.

Rockin’ Man
  Cave
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Getting the right gear

Steve started playing the guitar when he was twelve, 

and became totally consumed with it. After months 

of jamming incomplete cords and odd rhythms, the 

knocks on the wall from his sister’s bedroom begging 

him to stop became less and less. And at only thirteen, 

he found himself playing in bars with band members 

twice his age. He was better than just good and, as the 

years passed, he turned this incredible passion into 

a career, today playing with several bands including 

Laura Lee and Tripp Fabulous. 

But even with incredible talent for entertaining 

people on stage, Steve and fiancé Amy Russ found 

they needed a little help turning their new house into 

the entertaining space it is today. As they headed into 

Best Buy® to shop for a new home theater system and 

some TVs for their kids, they were drawn to Magnolia 

Home Theater, with its high-end home theater room 

and incredible speaker space. At the time, they knew 

little about Magnolia, but they went in and asked for  

a consultation. A few days later, Tommy Leonard was 

in their home creating sketches as they talked about 

Steve Miceli and fiancé 
 Amy Russ relax in total  
comfort on these home 

theater seats they purchased 
at Magnolia. On the wall just 

behind them, MartinLogan 
Encore TF surround sound 

speakers bring the action of 
their favorite movies to life.

“I play in loud atmospheres all the  
time – so when I’m home chillin’, 
I want total relaxation.”
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not only what kind of equipment Steve and Amy 

wanted, but what experience they wanted to create in 

their home. 

Heading back to the store,  Tom showed Steve 

and Amy several different options to meet their needs 

for a home theater. “We put a lot of trust in Tom,” Steve 

said, “so after the consultation, when the design was 

done and we went in to pick out what we wanted, Tom 

sat us down in a room with about 80 speakers. I told 

him what I wanted and he demonstrated products 

for us – I told him, ‘I want to feel like I’m at a theater 

watching a movie, I want good low-end clarity if I’m 

watching a concert, I want the sound to be ridiculous, 

I want it to be nuts.’ He picked out five speakers he felt 

Top Left: Chris and Sammie 
enjoy a spirited game of 

foosball.

Top Right: Controlling all the 
components in the room is 

made easy with this URC 
MX810 remote control. 

Bottom: MartinLogan 
Purity speakers, Dynamo 

Subwoofer and Encore TF 
surround speakers give 
every CD jaw-dropping 
sound and every movie 

room shaking reality.
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Steve works on a few new songs in his music 
studio where he downloads and edits tracks 
instantly on his computer.

Below: The magnificent silouette of Steve’s Paul 
Reed Smith guitars echo perfectly the shape of his 
MartinLogan Purity speakers.
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Amy Russ and pal Kobe 
hang out in the family room.

suited our needs best, then played us the same part 

of the same movie on all five so we could hear the 

difference, and in the end we heard the MartinLogans 

and I was like, that’s the one.”

Steve and Amy decked out their home quite 

nicely with flat-panel TVs in all the bedrooms – all 

professionally wall mounted by Magnolia. There’s 

also a flat-panel in the family room where the family 

gathers for movie nights or just to watch afternoon 

“courtroom” TV. But it’s when you head downstairs 

that the work of Magnolia really shines.  There you’ll 

find a true Man Cave, complete with a 63-inch Samsung 

plasma TV, two MartinLogan Purity Electrostatic 

speakers, a MartinLogan Dynamo subwoofer and 

MartinLogan Encore surround speakers, and a 

number of components which are hidden on a rack in 

a nearby closet. The space also includes a pool table 

and a foosball table – with another flat screen on the 

opposite wall so you’re never far from the view of the 

latest game. 

“Honestly, the Man Cave is mine“, Steve says 

with a laugh, “I play in loud atmospheres all the time – 

so when I’m home chillin’ I want total relaxation.” And 

this space gives him that. He can sit back, strum a few 

cords on the guitar, and enjoy the latest football game, 

concert or movie.
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Daughter Sammie relaxes 
in her bedroom equipped 

with a wall-mounted HDTV.

Son Chris takes a break 
from his favorite video 

game in his room decked 
out with a flat-panel TV and 

PlayStation 3.
 

Tommy Leonard, the 
Magnolia Sales Pro on the 

Miceli house, stops by to 
make sure everything’s 
running smoothly, and 

to get a sneak peek of a 
movie on Steve and Amy’s 

63" plasma.

The Magnolia difference

“It was our first time in Magnolia – and it was perfect,” 

Steve said happily. “You see Magnolia and think you 

can’t afford anything in there – and that’s not the case. 

What our house design shows (and granted it’s not 

cheap), but you can see how you don’t have to spend 

200 grand to have a really elaborate and nice setup. 

The kids love their rooms – in fact, Sam barely comes 

out of her room.”  

Steve went on to say, “They were just so hands 

on – they sat us in a room, they took care of us, they were 

knowledgeable.” “Very knowledgeable,” Amy added. 

“They didn’t try to steer us to spend more money, they 

weren’t pushing a higher product – they were really 
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Amy and Steve’s master 
bedroom complete with a 
wall-mounted HDTV and 
breakfast in bed.

It was our first time in Magnolia – and it was perfect.
They were just so hands on, they took care of us.

honest and comfortable. After that, we thought, we’re 

not going anyplace else. We really like how it went. 

And we’ve received fantastic service ever since. Tom 

will follow up, call and e-mail. They always return a call 

– it’s the whole package, it’s all about service. You can 

buy a Samsung TV almost anywhere, but are you going 

to get someone behind it that endorses it, number one, 

and that is very supportive and appreciative of the 

business? You get what you pay for.”

It’s that kind of relationship that Magnolia wants 

to build with every customer, because they know that 

a happy customer is a returning customer and one that 

will tell their friends about what a great experience it 

was. As Tommy Leonard points out, “It doesn’t matter 

how much we sell – it’s about building a relationship 

with customers and treating them as friends. So 

then it’s us and you, figuring out what you need, and 

creating those solutions for you. Magnolia has always 

been about the customer experience – it’s not about 

what you sold the customer, it’s more about why the 

customer is in the store and figuring out the best 

solution for them.”

It’s this dedication to every customer that 

separates Magnolia from the competition and keeps 

customers like Steve and Amy coming back time and 

time again. Because creating home theaters that rock 

isn’t just Magnolia’s goal for rock stars.

f o l l o w  u s  a t :  f a c e b o o k . c o m / M a g n o l i a E x p e r i e n c e  a n d  t w i t t e r . c o m / M a g n o l i a A V   11
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L u x u r y

For the ultra-affluent customer, the sky’s the limit when it comes to all things luxury. From the clothes they wear, to 

the car they drive, even the wine they drink – it’s not the ordinary – it’s unique, it’s different and it stands out from 

the crowd. They enjoy things that are hand-made, hand-crafted, using only the finest materials. The only area they 

can’t do this in is TVs. Yet it’s this one status symbol that a man likes to brag about the most in his home – because 

it’s the one thing that dominates nearly 70% of his life at home. Still, most of these affluent individuals have the 

same TV that is available to everyone else. 
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T V sL u x u r y
f o r  t h e  A f f l u e n t  V i d e o  C o n n o i s s e u r

That’s where NuVision comes in. They’ve found the opportunity to fill this gap 

in the market by creating a brand that is unique and that appeals to this affluent 

customer. NuVision flat-panel TVs are hand-made, using only the highest quality 

products, with a picture that’s as stunning as its brushed aluminum frame. And 

service is simply second to none for the affluent customer who expects nothing 

less. And even with all this, NuVision has found a way to build a green TV and give 

back in more ways than one. 

The NuVision difference

On or off, you can see that there is something special about a NuVision television. 

Like a luxury automobile, one look is all it takes to know that you’re in the presence 

of something special. For NuVision, it’s their uniquely simple bezel. When you look 

at the TV, there’s no branding in the center, just a delicate “U” in the corner, and the 

bezel is finished in a textured, non-reflective aluminum, so it looks and feels rich and 

expensive, like a fine picture frame for the work of art it holds inside it. 

But to make it truly luxurious, NuVision took it one step further. When you 

live a customized lifestyle, you expect customization from everything you buy, even 

your TV. That’s why NuVision allows you to completely customize the color of the 

bezel on their 55" HDTV. You provide the pantone number and they will match it – 

it costs a bit more, but when your luxury sports car has a special paint job – why 

shouldn’t your TV? So whether you want to be uniquely different, or are looking to 

match your home’s décor, they’ve got you covered. Add to that the ability to install 

a two-way mirror to the screen of the 55", and you have a TV that has a spectacular 

“We go out and put the 
best ingredients in our TVs.”[


