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1 Introduction 

The Ticketing component is a core module within the Fawtara system that enables Users 
(Taxpayers, ASP's, Potential ASP's) and OTA internal teams to raise, manage, and resolve 
Technical Issues, Business Issues, Access and Account Management, Feedback / Suggestions 
and Technical Failure Notifications. It supports the full ticket lifecycle, including submission and 
creation, assignment and review, and handling of other service-related requests. The 
component also provides dashboards for monitoring ticket status and SLA compliance, as well 
as knowledge management features to maintain documented solutions and promote 
operational efficiency. 

1.1 Background 

The Ticketing component is a core module within the Fawtara system designed to streamline 
communication between Users and OTA internal teams. It provides a centralized mechanism 
for raising and managing technical issues, business issues, service requests, feedback, and 
suggestions in a structured and traceable manner. 

1.2 Goals and Objectives 

• Enable structured ticket submission and lifecycle management. 
• Ensure proper assignment, review, and resolution in line with defined SLAs. 
• Provide visibility through dashboards and reporting tools. 
• Support knowledge management through documented solutions and knowledge base 

articles. 
• Improved transparency and accountability. 
• Enhanced service quality and user satisfaction. 
• Better knowledge retention and operational efficiency. 

2 Process  
3 User Raise Request /Logged in 

This explains how users register to submit requests which are mainly related to "eInvoicing," 
not general tax-related issues or inquiries, to the OTA through the Fawtara Portal. Users can 
raise requests related to access and account management, report technical failures, technical 
or business issues, and submit feedback or suggestions. 
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3.1 Process Diagram - Raise Request /Logged in 
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3.2 Fawtara Homepage:  

 

1. Users log in to Fawtara portal. 
2. User access Raise Request from E-services dropdown in the portal to raise a new 

request. 
3. Important point: the user categories will be: Taxpayers, ASP's and Potential ASP's. 
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3.3 Raise new request:  

 

1. Page shows request number, request type, submission date, last update and status for 
the previous raised requests. 

2. To submit New Request, click on new request. 
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3.4 Request Form:  

 

1. The user must fill in all the mandatory fields in the form. 
2. The user categories will be (Taxpayers, ASP's and Potential ASP's). 
3. If the request is not related to eInvocing the user must use "Tajawob" for 

complains/technical issues related to TMS. 
4. The user can choose the ticket type from the dropdown which includes "business, 

technical, feedback and Suggestions, technical Failure Notifications or access and 
account issue" and add a description of the issue the user is facing. 

5. After adding all required details, click on Submit. 

 



 

 

 

 

8 

 

  

3.5 Confirm submission:  

 

1.To proceed on submitting the request, click on Yes. 
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3.5.1 Request Raised Successfully:  

 

1. After a successful submission the following will happen:  
o A request number is generated and assigned to the request. 
o The User receives an onscreen notification, email and SMS notification that 

confirms that the application has been successfully submitted. 
o The User's Request dashboard on Fawtara Portal is updated to include the 

submitted request, with the status 'Under Review'. However, if request type is 
Feedback/Suggestion or Technical Failure Notifications then the status will be 
"N/A".  

2. The User can view the submitted request from the dashboard. 
3. The duration of request responses for each kind service provided: 

o Technical issue: 2hrs-2 days 
o Access and Account issue: 2-7 days 
o Business issue: 2 days 

4. If the form fails one or more field-level validations, the system displays the relevant 
error messages and allowing the user to correct the errors and resubmit the application. 

 

Note that: the Fawtara Portal prevents users from submitting a new request if they already 
have an open request of the same Request Type if it is still Open Ticket. This validation does not 
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apply to Feedback and Technical Failure requests. An on-screen error message will be displayed 
to inform the user that an existing open request of the same type is already available. 

 

4 User Raise Request /Logged out 

This option allows non-registered users to contact the OTA through the public Fawtara page to 
request access support, report technical or business issues, or share feedback and suggestions. 

4.1 Process Diagram - Raise Request /Logged out   
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4.2 Fawtara Homepage:  

 

1. The user can access the Fawtara portal and click “Raise a Request” from the homepage. 
2. The ticket issue must be related to eInvoicing and categorized as one of the following: 

o Technical issue 
o Business issue 
o Access or account issue 
o Feedback and Suggestions  
o Technical Failure Notifications 
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4.3 Request Form:  

 

1.  The user must fill in all the mandatory fields in the form. 
2. The user categories will be (Taxpayers, ASP's and Potential ASP's). 
3. If request is not related to eInvocing the user must use "Tajawob" for 

Complains/Technical issues related to TMS. 
4. User must add contact details (contact E-mail, contact number). 
5. The user choose the ticket type from the dropdown which includes (business, technical, 

feedback and Suggestions, technical Failure Notifications or access and account issue) 
and add description on issue he's facing. 

6. After adding all required details click on submit. 
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4.4 Confirm Submission:   

 

1. To proceed on submitting the request click on Yes. 

 

4.4.1 Request Raised Successful:  
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1. The request has been sent successfully. Your request number will be displayed on-
screen. 

2. User will receive notification on-screen, email, and SMS to confirms that the application 
has been successfully submitted. 

3. If the form fails one or more field-level validations, the system displays the relevant 
error messages and allows the user to correct the errors and resubmit the application. 
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5 Submit Information 

This section explains how user can communicate with direct OTA Officer and the User where 
both the Officer and the User can share comments and attachments with each other. 

5.1 Process Diagram - Submit Information  

 

5.2 My Request Page:  
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1. After a successful login, user accesses the requests dashboard and views the request 
which is already submitted with status Under Review or which has a status Pending 
Information.  

 

5.3 Requests Information:  
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1.  User can view the request and see the comment provided by the OTA Officer (if 
applicable) 

2.  User adds a comment or responds back to the comment provided by the OTA Officer 
and uploads any attachments (if applicable). 

3.  Clicks on Submit, then the Fawtara Portal performs field-level validations as per the 
specifications in the Data Dictionary.  
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4.  After the response is provided successfully, the following will happens:   
▪ The status of the request goes back to Under Review. 
▪ The assigned OTA Officer receives an email notification that a response 

has been provided on the request along with the response.  
▪ The User can view the history of the conversation between the OTA 

Officer and the User. 
5. When an unsuccessful Response provided the following will happen: 

o The form fails one or more field-level validations. 
o Relevant on-screen errors are displayed to the user, and the User can correct the 

errors and resubmit the response. 
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6 User Submit Feedback of Their Request Process 

This explains how user can submit feedback on their experience with the request process, once 
the request has been closed.  

6.1 Process Diagram - User Submit Feedback of Their Request 
Process 
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6.2 Feedback Submission:  

 

1. After the request is closed, user will receive an email containing feedback survey link. 
2. Once a User has clicked the feedback survey link, the Fawtara Portal will check the 

following:  
o The request has been closed in 5 working days or less 
o The User has not already submitted feedback on this specific request 

3. If the link is expired, user will receive on-screen notification informing him that the link 
has expired. 

4. If link is not expired the user will be able to fill in the required fields and clicks Submit 
Feedback. 
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6.3 Submission Successful:  

 

1. If the feedback form fails one or more field-level validations relevant on-screen errors 
are displayed to the user. 

2. The User corrects the errors and re-submits the feedback form. 
3. After a successful submission, the portal displays an on-screen notification confirming 

successful submission of the feedback. 
4. Once it successfully submitted the User's feedback is shared with the OTA and stored as 

per the archiving period. 

 

  



 

 

 

 

22 

 

  

7 User View Request Dashboard  

This explains how user can access their dashboard to view the request raised status. 

7.1 Process Diagram - User View Request Dashboard 
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7.2 User View Dashboard:  

 

1. After a successful login to Fawtara portal, user navigates to raise a request to view the 
dashboard containing the status of raised requests. 

2. The dashboard is displayed with the details of the requests (for the past 1 year). 
3. The User clicks on the request number to view the request history and related 

communication is displayed for the user.  

 

 
Note: For any technical or operational issues should be reported through the 
official support channel, which is: ticketing@taxoman.gov.om or call 1020. 
  
 
Access to Fawtara Portal 

mailto:ticketing@taxoman.gov.om
https://fawtara.taxoman.gov.om/

