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THE NEW ONLINE CITIZEN SERVICE CENTRE -
CONSUMER USER GUIDE

To ensure the best customer service you can now 
register a service or repair request online.

Then, you can enter your request, view the status of 
existing requests, and view your documents.

We will stay connected with you about the service or 
repair progress via the Citizen Online Service Centre 
and you will be able to access your bill and make any 
necessary payment online.

If you need any assistance CS Email or 02 9452 7300



Getting started

When you first visit the Online Citizen Service Centre you’ll 
need to register your details followed by your service or repair 
request.
If you’ve previously registered you can select ‘Sign In’ and log-
in. 
An email confirming your registration will be sent to you once 
you have registered. 

If you have a trade account we will need to send an invitation 
please contact us at cs@support.citizenwatches.com.au 

Registration

As part of the registration process you will be asked
to enter your name and preferred method of contact.

Billing Address should be the address
that your debit or credit card details are registered to.

If your Shipping Address is the same as your billing 
address check the ‘Same as Billing Address’ option and 
this will populate the same details. 
This should be the address you can receive mail and not 
a PO Box as we return via courier.
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Entering Your Watch Details

Please fill in the model number (if known) or the Calibre 
& Case number as per the diagram.

Clicking on the magnifying glass will pop-out a new 
widow for a more effective search.

The serial number is also necessary to help identify your 
watch.

Select the service / fault with your watch

If the watch is under warranty* a copy can be uploaded 
at this stage along with the purchase date.

*please refer to the ‘warranty guide and information’

‘Notify Additional Email Addresses’
If you are using your log-in on behalf of someone else
they can be notified of any updates and status’ 
regarding this repair. 

After clicking the check box and agreeing to the terms & 
conditions you can then submit for an estimated cost.

Submitting Your Watch For An Estimate 

Choose Request Repair you will then be directed to our repair 
screen.
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Estimated Cost of Repair

Repair Quote Confirmation
*The price quoted includes all parts necessary to fix the
watch and includes GST and postage back to you.

The ticket number is for our internal reference and
should be recorded for any queries relating to the
repair.

All the remaining details are as entered on the previous
page.

*Disclaimer:
The value quoted on-line is based on your own self-assessment and is a
guide only which you have formally agreed to pay in full should you
accept the quote. However, the final value (firm quote) will only be
determined by Citizen Watches Australia Pty Ltd (CITIZEN) once your
watch is received by CITIZEN and an internal assessment is made by one
of our internal Technical Watch Repairers. Should the internal
assessment determine that your self-assessment was incorrect or
incomplete, you will subsequently be notified of any variation in quote
value (up or down) based on our actual internal assessment and given
the opportunity to agree to or decline the revised quote. The value
determined by our internal assessment is therefore deemed to be the
correct and final value in which you, the initiator of the original quote,
formally agree to be financially responsible for and will pay in full as and
when due should you choose to proceed with the repair.
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Check the billing and shipping details are correct.
Please contact Accounts or Customer Service if there are 
any changes needed.

Any further information about the watch should be 
entered at this stage.

To accept the quote please choose ‘Accept’ or ‘Reject’.

If you accept an email will be sent with shipping 
instructions.



View Repairs 

My Documents you can view any previous repair 
invoices.
My Profile you can view/update any contact details for 
your account.

You can view all current and closed repairs in the ‘view 
repairs’ section. 
You will also receive emailed updates at all stages of the 
process.

Repairs can be filtered by status or warranty and 
searched.

If when we receive the watch we assess and more is 
needed to repair than has been self assessed we may 
send a regenerated repair quote. 

Here you will find what the original price was and the 
new revised quote along with the new work needed.
If you agree or not to the amended amount, click 
‘Accept Quote’ or ‘Reject Quote’.

You will receive an email confirming acceptance.

Regenerated Repair quote
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