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1. Introduction 

The Fawtara Service Provider and Taxpayer Association Management User Manual provides 
step-by-step guidance for managing the relationship/ association between Taxpayers and 
Service Providers on the Fawtara Portal as well as the related management of this linkage on 
Oman's centralized SMP Management. It explains how Taxpayers and Accredited Service 
Providers interact through the portal to manage Service Provider connections, disconnections 
and withdrawal. 

 
This manual covers the end-to-end user processes related to connecting with Accredited 
Service Providers, reviewing and responding to connection requests, managing active 
connections, and handling disconnection requests. It also describes the related portal 
navigation steps, system messages, confirmations, and notification outcomes delivered through 
email, SMS, on-screen messages, and portal alerts. 
 
The document is developed under the Change Management & Communications workstream as 
part of the “Develop User Manuals” deliverable for Fawtara Centralized SMP Management. 

 
1.1 Background 

 
The Centralized SMP Management functionality in the Fawtara Portal enables structured 
management of relationships between Taxpayers and Accredited Service Providers recognized 
by the Oman Tax Authority. The portal provides controlled processes for initiating, reviewing, 
approving, rejecting, withdrawing, and disconnecting service provider connections. 
 
The manual reflects defined portal workflows for both user types: Taxpayers and Service 
Providers. Taxpayers can view Accredited Service Providers, submit connection requests, set 
effective dates, upload required documents, withdraw requests, and request disconnection. 
Service Providers can review Taxpayer connection requests, accept or reject them, manage 
connected Taxpayers, and initiate disconnection requests with reasons. 
 
The documented processes include portal navigation through Accredited Service Providers and 
E-Services menus, management dashboards, engagement stage selection, agreement progress 
tracking, effective date handling, and system-generated confirmations and notifications for 
each status outcome such as submitted, accepted, rejected, expired, withdrawn, or 
disconnected. 
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1.2 Goals and Objectives 

• Provide clear step-by-step procedural guidance for Taxpayers and Service Providers to 
manage connections and disconnections through the Fawtara Portal, including request 
initiation, review, approval, rejection, withdrawal, and expiry. 

• Document detailed portal navigation for accessing Accredited Service Provider lists and 
using Manage Taxpayer and Manage Service Provider functions. 

• Explain how engagement stages, agreement requirements, document uploads, effective 
dates, confirmations, and system-triggered notifications (email, SMS, on-screen, and 
portal alerts) are handled throughout the process. 

• Enable Service Providers to manage participants (add, amend, remove) within Oman 
SMP and access detailed participant information to ensure transparency and 
operational efficiency. 

• Ensure Oman SMP can push updates to SML to maintain synchronized, accurate 
participant metadata and reduce inconsistencies across the network. 

• Strengthen overall data accuracy, structured communication, and network reliability to 
support smooth, secure, and uninterrupted invoice exchange. 

 

2. Processes / Functionalities 

Process and functionalities in this user manual are a detailed overview of the core processes 
and key functionalities of the system. It explains how users can effectively interact with the 
application to perform essential tasks, complete workflows, and achieve desired outcomes 
efficiently. 

Each process is described in a clear, step-by-step manner to ensure ease of understanding for 
both new and experienced users. The functionalities outlined in this section highlight the 
system’s main features, operational capabilities, and expected results. 

By following the instructions provided, users will be able to navigate the system confidently, 
utilize its tools effectively, and maximize overall productivity 
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Part I: Actions to be taken by Taxpayers on Fawtara Portal 

3 Taxpayer Request to Connect with Service Provider  

This section explains how users can navigate to Accredited Service Providers and raise a request 
to connect with a Service Provider, so the service provider can provide their services. 

 

3.1 Processes Diagram - Taxpayer Request to Connect with Service 
Provider  

  

3.2 Fawtara Homepage  
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 The screen displays the Fawtara Portal homepage of the Oman Tax Authority:  

1.  The top menu includes navigation Accredited Service Providers button, which will lead 
the Taxpayer to the list of officially accredited Service Providers recognized by the Oman 
Tax Authority. 

2.  After a successful log-in, the Taxpayer can raise a requisition to a service provider by 
clicking on Accredited Service Provider button to find the list of the approved Service 
Providers by the Oman Tax Authority.  

 

3.3 List of officially approved Service Provider  
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1. The table above shows the Service Provider name, solution name, data residency and 
contact details.  

2. Taxpayers can choose only one Service Provider from the list based on 
their requirements and press connect to proceed with all required agreements.  

 

3.4 Update Oman Tax Authority Taxpayer Stage 
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Taxpayers can record their current ‘stage’ of association with the selected service provider (e.g 
conducting negotiations) 

1. If the Taxpayer selects one or more options and clicks on Save the following will happen:  
o The Fawtara Portal saves the selection  
o An on-screen confirmation message is displayed to the Taxpayer  
o The 'connect' option next to the Service Provider's name changes to 'Continue' 

 

3.5 Taxpayer Dashboard 
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1. The button will change to 'Continue'  
2. Taxpayer can Update thier stage of communication or continue on connecting with the 

service provider by clicking on Continue button. 

 

3.6 Agreement Requirements 
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1. Taxpayers must select the current stage of engagement with the Service Provider 
(Identify Service Provider, Scope and Commercial Negotiations, Scope and Commercial 
Finalized, or Agreement/Contract Signed) and provide updates as they progress. 
Completion of all stages is required to proceed with the connection, as shown. 

2. Click on Proceed. 

 

3.7 Effective date  
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1. After uploading the Taxpayer documents, please include your preferred effective date of 
onboarding with the service provider. This should be a current or future date.  

2. If an effective date is not provided, then your connection will take effect as soon as your 
service provider accepts the connection request.  

 

3.7.1 Effective Date provided 
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1. After an effective date is added, click on connect to proceed with connection 
requisition.  

2. After you press connect, a pop-up disclaimer will show stating that your information has 
been sent to the service provider. 

 

3.8 Confirmation Message  
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1.  Once the effective date is added, a pop-up disclaimer will appear asking if you wish to 
proceed. Click on Yes to continue applying for connection to a service provider.  

 

3.8.1 Submission Successful  
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1. Connection requests have been sent successfully to the Service Provider.  
2. After a successful submission, the following will happen:   

• Notifications sent via email, SMS, on-screen messages, and the portal for both 
Service Providers and Taxpayers that the Connection Request is submitted.  

• Follow up: if the Connection Request is accepted, notifications delivered through 
email and on-screen messages, that connection request is approved for Service 
Providers and Taxpayers.  

• If the Connection Request expires, notifications are sent via email and on-screen 
messages for both Service Providers and Taxpayers.  

• And if Connection Request is rejected, notifications are triggered through email and 
on-screen messages, for both Service Providers and Taxpayers to inform them of the 
rejection. 

 

Note: If an active service provider connection exists for the taxpayer, then the following 
activities occur in parallel: 

• The current Service Provider receives SMS notification, email and portal 
notification that informs them that the Taxpayer has disconnected from them 
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including the reason and guiding them that they have 1 day to remove the 
Taxpayer from the SMP. 

• The request is added to the New Service Provider's dashboard. 

 

3.9 Connection Withdrawal  

 

1. After a successful connection request is sent to the Service Provider, the Taxpayer 
can withdraw the current connection request.  

2. If the Taxpayer sends another connection request to another Service Provider, the 
following will happen:  

• The Taxpayer receives an on-screen and email notification that confirms that the 
request to the previous Service Provider has been successfully withdrawn.  

• The Taxpayer receives an email notification that informs them that the 
connection request to the previous Service Provider has been withdrawn  

• The previous Service Provider receives an email notification that informs them 
that the Taxpayer has withdrawn connection request.  

 



 

 

16 

 

  

4 Taxpayer Review Service Provider Disconnection Request  

This section explains how to view disconnection requests from the Service Provider and 
decide whether to accept or reject the request.  

4.1 Process Diagram – Taxpayer Review Service Provider Disconnect 
Request 

 

4.2 Fawtara Homepage 
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1. After a successful log-in as a Taxpayer into the Fawtara Portal. A notification will 
appear to notify the disconnection request from the Service Provider.  

2. From the navigation bar, select E-Services dropdown, then choose Manage Service 
Provider. 

 

4.3 Disconnection Request notification 

   

1. The Service Provider you are connected to is requested to Disconnect, you can either 
accept or reject, if no action is taken within 3 days from when the disconnection request 
is raised, the disconnection request will be cancelled  

2. Click Approve to proceed with Disconnection.  

 

4.4 Warning Message 
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1. To proceed with disconnection, click on Yes 

 

4.4.1 Disconnection Successful 

   

1.The Disconnection is successful.  

2. When the disconnection request is accepted:  

• The Taxpayer is disconnected from the Service Provider  
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• The Manage Service Provider button on the Taxpayer's becomes Appoint a 
Service Provider, and the Taxpayer can connect to another Service Provider to ensure 
business continuity.  

• The Taxpayer is removed as taxpayer under Manage Taxpayers on the Service Provider 
dashboard  

• The Taxpayer will receive email and On-screen notification confirming the 
disconnection.  

• Service Provider receive email, SMS, on-screen and portal notification confirming their 
rejection of disconnection and guiding them that they have 1 business day to remove 
Taxpayer from the SMP.   

4.5 Taxpayer Rejected disconnection Request 

 

1. The Taxpayer clicks Reject to reject the disconnection request. 

 

4.6 Confirmation Rejection Message  
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1. Click Yes to proceed with the rejection of the disconnection request. 

 

4.7 Reason of Rejection  

 

1. The Taxpayer to confirm their decision and provide a rejection reason from dropdown 
and click on Proceed. 

 

4.8 Rejection Successful 



 

 

21 

 

  

 

1. Disconnection has been rejected successfully. 
2. The Taxpayer receive email and on-screen notification confirming their rejection of 

disconnection. 
3. Service Provider receive email and on-screen notification confirming their rejection of 

disconnection and guiding them that they have 1 business day to remove Taxpayer from 
the SMP.   

4. Service Provider disconnection request is Expired:  

• Taxpayer receives email notification informing that since there was no action on 
the request within the time frame the request has expired.  

• Service Provider receives an email notification confirming the expiry of their 
connection request and guiding them that they have 1 business day to remove 
Taxpayer from the SMP.  

 

5 Taxpayer Request to Disconnect from A Service Provider  

This section explains how users can navigate to Accredited Service Providers and raise a request 
to disconnect from a service provider.  

5.1 Process Diagram – Disconnect from Service Provider 
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 5.2 Fawtara Homepage 

 

1. After a successful login as a Taxpayer, click E-services dropdown to access the Manage 
Service Provider page.  

  

5.2.1 E – Services dropdown 
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1. In E-Services dropdown, select Manage Service Provider to manage and view your 
Service Provider.  

  

5.3 Manage Service Provider page 
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1. After accessing the management page, you can view the Service Provider’s details, 
including the connection and expiry dates.   

2. You can also connect to a new Service Provider or disconnect the current connected 
Service Provider. For disconnecting, click on Disconnect! 

 

5.4 Warning Message 

   

1. If you are sure you want to disconnect the current service provider, click on Yes to 
confirm disconnection. 

2.  
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5.4.1 Reason of Disconnect 

 

1. Provide a disconnection reason. 

 

5.4.2 Disconnection Successful  

 

1. Disconnection request was sent successfully to Service Provider.  
2. The Taxpayer will receive email and On-screen notification confirming that they have 

been disconnected from the service provider.  
3. The Service Provider will receive an email notification, notifying them about the 

disconnection, and guiding them that they have 1 business day to remove Taxpayer 
from the SMP.  
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6 Taxpayer withdrawing a connection request 

This explains how a Taxpayer can withdraw a connection request sent to a Service Provider 
before it is approved. 

6.1 Process Diagram - Taxpayer withdrawing a connection request 

 

6.2 Taxpayer Withdraw a Connection Request 

 

1. After a successful login to the Fawtara Portal, access the Taxpayer view. 
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2. Under E-services, access to the Manage Taxpayers section to view and manage 
connected service provider. 

3. If a connection request was made, the connect button changes to Withdraw, allowing 
the taxpayer to withdraw the connection request. 

 

6.3 Confirmation Message  

 

1. Click Yes to confirm your withdrawal. 
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6.3.1 Connection Withdrawal Successfully 

 

1. The Taxpayer receives email and onscreen notification that confirms that the request 
has been successfully withdrawn. 

2. The Taxpayer receives an email notification that informs them that the connection 
request was withdraw. 

3. The Service Provider receives an email notification that informs them that the Taxpayer 
has withdrawn connection. 

 

 

Part II: Actions to be taken by Service Providers on Fawtara 
Portal 

7 Service Provider Review Taxpayer Connection Request   

This section explains how users can navigate to E- Services and manage taxpayers by 
viewing connection and pending requests.  
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7.1 Process Diagram – Service Provider Review Taxpayer Connection 
Request 

  

7.2 Fawtara Homepage 

 

1. Log in to Fawtara portal as a Service Provider.  

 

7.2.1 E – services dropdown  
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1. Access E-services dropdown. 
2.  Click on Manage Taxpayers, to view and manage Taxpayers.  

 

7.3 Connected Taxpayers   



 

 

31 

 

  

 

1. When viewing the Manage Taxpayer page, you will be able to see Connected Taxpayers 
and Pending Requests options.  

2. The page shows the Connected Taxpayers' details.  

 

7.4 Pending Request 
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1. The page shows the Pending Request need to be managed by the Service Provider.  
2. By clicking on the eye icon on the right hand, you will be able to view the request details 

and to Accept or Reject Taxpayer. 

 

7.4.1 Taxpayer Details  
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1. If you wish to accept taxpayer connection, click on Accept.  

 

7.5 Confirmation Message  
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1. Click Yes, if you accept the connection to the Taxpayer request.  

 

7.5.1 Connection Successful   

 

1. The connection to taxpayer has been established.  
2. When the Connection Request is accepted:  

o email and on-screen notifications are issued confirming Service Providers of the 
acceptance and guiding them to add the Taxpayer in 3 business days on SMP. 

o The Taxpayer will receive email and on-screen notifications are issued to 
confirming of the acceptance. 

 

7.6 Connection Rejected 
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1. Click Yes to proceed on rejection  

 

7.7 Rejection Reason 
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1. The Service provider to confirm their decision and provide a rejection reason from 
dropdown and click on Proceed. 

  

7.8 Connection Request Rejected Successfully 

 

1. When connection request Rejected  
o An on-screen notification will appear for the Service Provider to confirm their 

decision and provide a rejection reason. 
o An on-screen pop-up will appear confirming their Reject decision. 
o The Service Provider receives an email confirming their decision. 
o The Taxpayer receives an email confirming the rejection of their connection 

request. 
2. If Connection Request Expired, notifications are sent via email and on–screen messages 

for both Service Providers and Taxpayers to inform them of the expiration.  
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8 Service provider Request to Disconnect with Taxpayer  

This section explains how users can navigate to E-services and manage Taxpayers by viewing 
connection and pending requests and manage disconnection with a Taxpayer.  

8.1 Process Diagram - Service Provider Disconnect Taxpayer 

  

8.2 E – services dropdown 
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1. After successfully logging in as a Service Provider, navigate to the E-Services dropdown 
in the menu bar and select Manage Taxpayer to access the management page. 

 

8.3 Manage Taxpayer page  

 

1. This page shows the connected Taxpayer's details.  
2.  Service Providers here can Manage Taxpayer connections.  
3. To disconnect taxpayer, click on the three dots and select Disconnect option 

to continue on disconnecting processes.  

 

8.4 Disconnection Reason   
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1. Service Provider, upon disconnecting, should provide a reason to disconnect a 
Taxpayer.  

2. Once Service Providers state a reason, continue by clicking on Disconnect. 

 

8.5 Warning Message   
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1. Click Yes if you wish to proceed with Disconnection. 

 

8.5.1 Disconnection Successful  
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1. Disconnection request was sent successfully to Taxpayer.  
2. Service Provider will receive an email an on- 

screen notification confirming their Disconnection Request.   
3. Taxpayer will receive email and on- screen notification notifying 

them about Disconnection Request.  
4. Service provider will be notified once the Taxpayer accept or reject the disconnection.  

 

9 Service Provider withdrawing a disconnection request  

This explains how a Service Provider can withdraw a disconnection request for a Taxpayer. 

 

9.1 Process Diagram - Service Provider Withdraw Disconnection 
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9.2 Service Provider Withdraw Disconnection 

 

1. After a successful login to the Fawtara Portal, access the Service Provider view. 
2. Under E-services, go to the Manage Taxpayers section to view and manage connected 

taxpayers. 
3. If a disconnection request was made, the Disconnect button changes to Withdraw, 

allowing the Service Provider to withdraw the disconnection request. 

 

9.3 Confirmation message 
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1. Click Yes to confirm your withdrawing. 

 

9.3.1 Disconnection withdrawn Successfully 
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1. After a successful withdrawal, The Service Provider receives email and on-sceen 
notifications confirming withdrawal. 

2. The Taxpayer receives email indicating that the disconnection request has been 
withdrawn. 

 

10 Service Provider view list of participants details 

 This section explains how the Service Provider can view the list of participant details. 

10.1 process Diagram - Service Provider view list of participants 
details 

 

10.2 Log-in to Fawtara Homepage 
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1. log-in to Fawtara portal and view as a service provider. 
2. Access E-services dropdown, select SMP management. 

 

10.3 List of Participants 
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1. This page displays names and details of participants connected to the service provider. 

 

10.4 Selected Participants Details 
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1. This page displays the selected participant’s details. 

 

Part III: Actions to be taken by Service Providers on SMP 

11 Oman SMP Allow Service Provider to Manage 
(add/amend/remove) Participants on Oman SMP to exchange 
Invoices Through Network 

This explains how Service Provider manage participants through API calls to the SMP. The SMP 
allows the actions based on a query to Fawtara Portal. 

11.1 Process Diagram - Oman SMP Allow Service Provider to Manage 
(add/amend/remove) Participants on Oman SMP to exchange 
Invoices Through Network 
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11.2 Oman SMP API Validation and Response Scenarios 

1. The Service Provider initiates the process by sending an API request to Oman SMP 
to Add, Amend, or Remove a Taxpayer (Participant). 

2. Upon receiving the request, Oman SMP queries the Fawtara Portal to verify whether a 
valid connection between the Service Provider and the Taxpayer has been established. 

3. If the connection is successfully verified, the action status is returned as Approve. 
4. Following the approval status, the Participant is successfully Added, Amended, or 

Removed from Oman SMP. 
5.  If the connection is not established, the action status is returned as Reject. 
6. In this case, no changes are made to the Participant record in Oman SMP, and the 

process ends without any update. 

 

 

 

 

 

 


