
Laurie Cagnassola 
424 East 73rd St., #1RW 
New York, NY 10021 

July 21, 2009 

Mr. John Lederer,  
Chairman and Chief Executive Officer 
Duane Reade 
440 Ninth Avenue  
New York, New York 10001  
U.S.A.  
 

Re: Lost Customers 
Fax: (212) 244-6527 

Dear Mr. Lederer, 

I hope you will want to know this, as I would. I will be brief. 

Within the last 3 weeks I have received three $5.00 coupons from DR. Point being, I spend quite a bit of 
money in your stores. On just my Amex card alone, I spent $2,573.68 in 2008 (see attached statement 
from Amex). I can safely guess that including cash purchases I spend over $3,000 per year in your 
stores on general merchandise.  

Last week I brought back a defective mascara that I had purchased within the last month or so. When 
I opened it, half the bristles were missing. I no longer had the receipt. The manager rang my purchase, 
including a $5 store coupon & handed me the receipt bearing another $5 coupon – so he knew I 
spent money in the store. I asked if I could exchange the defective mascara and he said not without 
the receipt. He went to to tell me there was a good chance I purchased it in another store. 

I explained to him that I had redeemed three $5 coupons in just the last 3 weeks, he sees me in the 
store almost daily and I bought it in his store on 72nd St. & 1st Avenue.  

I have worked for Revlon, Avene, Houbigant and several other cosmetic manufacturers over the last 
25 years and never would the manufacturer refuse damaged goods.   

For this kind of customer service, Duane Reade has lost a $3,000 a year customer. I am writing this letter 
because as a business leader, I would want to know what is going on in my business and I hope you 
find it helpful. 

Regards, 

 

 

Laurie Cagnassola 

	  


