
 
 

 

 

 

 
 

 
 

 

 
 

 
 

 
 

  
 

 

     

 

 
 

 

 
  

  Insurance Industry Webinar - Service Center Changes - September 2021 

Question Asked Answer Given 
Will customers be able to use Boston Software "Get 
Ready" function?  Currently, we are seeing/hearing 
that customers are being declined with this 
paperwork and QR code. 

The RMV is not familiar with this situation and will gladly 
answer your question with additional information. 

Will the call center wait time be improved? The RMV is working to make process improvements 
across the organization, and this includes call center 
service times. 

Can the RMV explain better on their website for 
their customers how an "appointment" (i.e. wait 
times) work as it currently is more like a reservation 
system reserving a slot rather than an actual 
appointment time? 

We make every effort possible to process transactions 
for customers with appointments as close to their 
appointment times as possible. Our goal is to get 
customers with appointments in and out within 30 
minutes. However,  when circumstances arise that are 
beyond our control, we may run slightly behind.  When 
this happens, we will go in the order that the 
appointments were scheduled for much like how a 
restaurant would work a reservation list. 

Will the RMV still accept scanned signatures from 
insurance agents on the RTA Forms? 

Yes, the RMV will still accept scanned signatures from 
insurance agents on the RTA Forms. Currently there is no 
plan to change this process. 

Will temporary plates be given for drop offs or 
regular plates? 

The RMV intends to distribute Regular plates when at all 
possible. 

What happens if the customer does not have an 
email address? Do they need an email address for 
an online account or if they visit a service center in 
person? 

Customers do not need an email address unless logging 
into a MyRMV account, the Online Service Center, or if 
they would like to utilize the online payment option. 

Will there be a display either online or outside of 
the RMV offices that show how many walk-in 
appointments are available? 

No, there will not be a walk-in sign. 

Currently, if a pack of 25 transactions is dropped, 
and one person doesn't pay per the email link, this 
holds up the entire package, which has our clients 
steaming. Is this true? Can that change? 

To avoid this happening, please use a different envelope 
and cover sheet for each transaction. 

https://atlas-myrmv.massdot.state.ma.us/myrmv/_/


 
 

 
 

 
 

  

  
 

 
 
 

 
 

 

 
 

 
 

  
 

 
 

 
 

 

 

 
 

 

 

 

 
 

 

Will the Registry be going back to blank checks for 
our insureds? The insureds are missing the emails 
and transactions are being held up. 

No, the RMV will not be accepting checks that are not 
completely filled out.  Please provide an email address so 
a payment link can be sent for the balance should the 
payment be short.  For overages over $5, a rebate will be 
automatically issued. 

Are we supposed to be sending cover sheets with 
each transaction? Where do we get the cover 
sheets? 

Transactions paid by email should have individual cover 
sheets. Cover sheets can be found here. 

Will appointments will be available to book more 
than one week ahead? 

Appointments for vehicle related transactions are now 
available 1 week out.  License/ID/Permit and CDL 
appointments open up 4 weeks in advance. 

How behind is the RMV on permits being changed 
to licenses after passing a road test? 

There is no delay. As long as customers pay the required 
fees, the license is manufactured once the passing grade 
is entered. 

Can agents do a transaction at the window - same 
day with no appointment? 

No, runners and agents will not be permitted to process 
live transactions once all the new B2B sites go live. 

Will we ever be able to print duplicate registrations 
again? 

Not at this time. 

Can we use that dedicated email to ask questions 
regarding incorrectly done transactions? What is the 
email? 

You can email RMVRegDropOff@state.ma.us and a 
team member will research your question. 

I know we are not allowed to use our email address 
to make an appointment for a client. However, for 
drop off epay, would we still be able to use our 
email to help clients who don't have access to 
internet or email? 

Yes, in that case fill out your email on the cover sheet, 
and NOT on the RTA. The email payment link will be sent 
to the email on the coversheet and not the email address 
on the RTA 

Do agents have to have an appointment for B2B 
drop off or pick up? 

No, appointments for pick-ups are not needed. 

Will the no blank check policy ever be reversed? 
Many of our customers do not have e-mail access. 

No, the RMV cannot accept blank checks. 

Can agents use the walk-in feature in Southbridge 
since there is no B2B drop off there? 

No, Southbridge is available for individual customer 
appointments only. 

Will you still be issuing temporary tags? When necessary, however every effort will be made to 
issue actual plates. 

Are the B2B drop off and pick up hours the same for 
Chicopee as they are B2B only? Or can we drop/pick 
up beyond those timeframes? 

The B2B hours will be the same at Chicopee as the rest of 
the B2B Centers. 

https://atlas-myrmv.massdot.state.ma.us/myrmv/_/#1
mailto: RMVRegDropOff@state.ma.us


 
 
 

 

 

 
 

 

  

 
 

  
 

 
 

 
 

 
 

  
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

As an EVR Agency, are there plans to expand on the 
type of transactions we can process for our clients? 
This will reduce the number of transactions we have 
to bring to a B2B location. Such as summer/winter 
swaps, re-registration of existing vehicles, etc. 

Not at this time. 

Any ability we can add multiple emails for 
payment? 

Not at this time. 

Thank you for offering these new drop locations. Thank you for your feedback. 

Is the window of 10am-2pm also for pick ups? If we 
can not get to the location until after 2pm, can we 
still pick up the packets? 

Pick ups will not be available until after 2:00 p.m. 

Does the email section on the RTA change the 
customers profile?  If the agent wants to use the 
agent's email for payment, how will that work? 

Yes, the email box on the RTA is for the customer's email. 
If you, as the agent, would like the payment email sent to 
you, please fill that information on the cover sheet. 

We have had transactions rejected by one service 
center, only to be processed without an issue by 
another service center. Is there a way to get all 
locations on the same page as to what is acceptable 
and what isn't? 

Thank you for your feedback. Consistent customer 
service is important to the RMV. 

Can you clarify on the single transaction drop from 
an agent?  If we have one transaction, do we need 
to make an appointment? 

You would need to drop that transaction off.  Agents and 
runners will not be permitted to process live 
transactions. 

When an agent drops off at the RMV and the 
customer pays by email, can the temp plate be 
emailed to them, instead of the temp plate being 
picked up? 

We will no longer be issuing temporary plates for most 
transactions; temporary plates will be issued on an 
exception basis based on certain transactions. 

Our agency is in North Attleboro and the Attleboro 
Registry office has not been open for over a year. Is 
that Registry location reopening? 

Attleboro is reopening on 9/20 for appointments; B2B 
services will not be available in Attleboro. However, 
Brockton, Milford, and Taunton will offer B2B services. 

I am running into an issue when using the RTA with 
QR codes with an effective date other than today. If 
I make an appointment for example a couple of 
days out, it will not allow me to get a QR code. Can 
we get an option to type forms in advance? 

The RMV is not familiar with this situation and will gladly 
answer your question with additional information. We 
also suggest calling Boston Software. 

Can an individual customer do multiple 
transactions? Such as a fleet of CON plates for 
renewal? 

These should be dropped off at a B2B location. 



 
 

  

 
 

  

 
  

  
 

 

 
 

 

 

 
 

 
 

  
 

 
 

 

 

For the B2B locations, are you going to continue 
with emailing customers for payments? Will the 
same process continue? 

Yes, we will send the payment link to the email on the 
cover sheet. 

Are agents able to make appointments or is it still 
drop off only? 

Agents, dealers, and runners must use the B2B services. 
Appointments are for individual customers only. 

Can the agent have an appointment and complete 
the transaction? The insured's are receiving 
rejections, rather than emails. 

Not at this time. 

Any plans to open the Natick service center? Not at this time. 

Will agents be notified if one bundle is held up for 
lack of payment on multiple transactions? 

Thank you for your feedback; we will look into your 
suggestion. 

Chicopee drop off was until 4:00 - why changed to 
2:00? 

As part of our new service delivery model and improved 
Service Level Agreement, Chicopee will follow the same 
service delivery model as the other B2B Service Centers. 

Can customers still drop off a registration? Not after 9/17/21 

We have 2 customers that swapped vanity plates. 
One plate still has an issue. What is being done to 
assist customers with this issue? It has been an 
ongoing situation. 

The RMV is not familiar with this situation and will gladly 
answer your question with additional information. 

What happens if a customer doesn't pay? The transaction will not be completed. As the agent, you 
need to inform the customer to check for the payment 
email and if their email was filled out correctly on the 
cover sheet. You should also warn them the email may 
be in their "spam/junk" folder and they need to be 
diligent in looking for the email/payment link in a timely 
manner. 

If you renewed your license online and wish to get 
the Real ID, can you go into a AAA office at no fee? 

If you took advantage of the free REAL ID upgrade 
promotion and renewed your Massachusetts license or 
ID online between June 12th, 2020 and April 30th, 2021, 
you are eligible for a free upgrade to a REAL ID now. 
Eligible customers can make a reservation to visit an RMV 
Service Center or AAA office, if you are a member. 

What is the sender ID for Registry emails requesting 
payment?  Example, what "sender name" should 
the client be looking for? 

The send name is: RMVDoNotReply 



 

 
 

 
   

 

 
 

  

 
 

 

 

 
 

 

 
 

 

  
 
 

 

 
 

 
 

 
 

What are the acceptable payment methods? The RMV accepts, cash, check, credit card, and money 
orders. 

Trying to schedule a Road test for a customer. Looks 
like they are booked through the second week of 
November. Is this accurate? 

Tests are available online on daily orders first come first 
serve basis. However, some locations may have 
appointments available approximately 60 days out. 

Will the Chicopee drive through allow us to drop off 
around 3:30pm each day we do the drop? Or is that 
the 2:00pm cut off? 

2:00 p.m. is the cut-off for drop offs. 

Why are transactions being bounced if the checks 
are off by pennies? 

Thank you for your feedback, we will look into this 
situation. 

So only runners, dealers, and agents can use the 
drop off option, correct? 

Yes, that is correct. 

If we are utilizing the B2B and have a pick up that is 
ready, can the packets be picked up at 11am when 
we drop off new items. Or do we have to come back 
between 2-5pm to pick up. 

You will need to return after 2:00 p.m. 

There are issues of the payment email going to the 
incorrect address.  Is there a time frame that a 
transaction would be returned to the agent if the 
payment has not been made?  We've had items held 
in limbo due to non-payment by the email link. 

If the runner is waiting on a piece that has not been paid, 
they may always request to have that work returned and 
the transaction discarded. 

What is the anticipated wait time of days to make 
an appointment ? Before it could be up to 2 weeks. 

Registrations are all within 5 business days. 
License/ID/Permit appointments are booking between 2 
to 4 weeks out depending on location. CDL appointments 
are available everywhere within 6 Business days. 

What plates are being mailed versus given back in 
drop off bundle? 

Runners, agents, and dealers should expect to receive tin 
plates at the time of pick up. In select scenarios only will 
plates be mailed. 

Is there a process in the works so that agents know 
if a transaction has been rejected and why? 
Sometimes it is challenging if we don't know why 
the packet was rejected or just not processed. Many 
times we don't get a call for a completed bundle so 
this would be very helpful. 

If there are questions regarding bundles that were unable 
to be processed, there will be RMV employees available 
to answer those questions. 



 
 

 

 
 

 

 

 
 

 

 
 

 

 
 

 
 

 

    
 

 

 

 
 

 

 

 

How can we get on the email list to receive follow 
up emails? Or will we automatically receive it due 
to registration for this webinar? 

If you received the original webinar invitation from the 
RMV, you will receive the post-webinar email that 
includes this document and supporting documents. 

When will we be able to use the payment link 
option for IRP transactions? 

This is not an option at this time. 

Will IRP renewals be online or mail-in from now on 
or will they be in person again? 

We are continuing to look at ways we can improve 
service delivery options for IRP and will keep you 
informed of any changes. 

There has been some declining payment checks for 
MA DOT as opposed to Mass DOT.  Isn't MA the 
correct abbreviation for Massachusetts?  Why has 
this been a problem? 

This is not an RMV policy to reject those payments, 
however, it could be an issue with the customer's bank. 

Is it possible for the RMV to add text messaging 
capability for additional required payment requests, 
also appointments? 

This is something we have looked into, however, our 
system is unable to support that function at this time. 

What if you issue a new plate but the client never 
received it in the mail? 

You can email RMVRegDropOff@state.ma.us and a 
team member can research your inquiry. 

Will additional RMV offices be added to process 
IRPs? 

Not at this time. However, we are continuing to look at 
ways we can improve service delivery options for IRP. 

Can Wilmington process IRP renewals? Yes. 

Is there a certain envelope to use for a B2B? Not at this time. 

Any future increases to RMV fees? Not at this time. 

Can you make a registration and license 
appointment in the same slot? 

Only for certain out of state conversion transactions. 

When will a better drop location be available in 
Boston/Haymarket?  Currently, it's in the main 
entrance by the security desk. 

We are looking into using the orange or green line. 

What is the turn around time now for a transaction? 
We are waiting 4 to 6 days currently out of 
Boston/Haymarket. 

Mostly same business day processing. Thank you for your 
feedback; we will look in to this situation. 

Are the service centers closed for lunch from 12-
1pm? 

None of the B2B Service Centers are closed from 12-1; 
there will be RMV team members available for drop offs. 

Will there be any additional locations providing IRP 
services? 

Not at this time, however, we are continuing to look at 
ways we can improve Service Delivery Options for IRP. 

mailto: RMVRegDropOff@state.ma.us


  
 

 
   

  

 
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

 

 
 

 

When will the actual pick up times posted on your 
slides match the real life time to transaction 
completion? 

Thank you for your feedback. Consistent customer 
service is important to the RMV. 

What is the easiest way to get a decal for your plate 
if you have lost yours? 

You may call the RMV at 857-368-8000; or send us 
an email; information here. 

To confirm - if we drop off up to 25 items at a B2B -
it's a next day turn around? 

Yes, pick up will be available next business day after 2:00 
p.m. 

Will customers be able to make appointments more 
than one week out? 

For vehicle related transactions, no. 

If a client purchases a used vehicle from a private 
party, will they be able to register the vehicle the 
same day of the purchase? 

Customers are encouraged to make an appointment. 

Is a client able to make an appointment to change a 
license from out of state and register the vehicle at 
the same appointment? 

Yes. They should book an appointment and choose 
"Change my out-of-state license and Registration to MA" 
from the drop down menu for appointment type. Make 
an appointment here. 

Are agents required to send proof that a transaction 
was rejected in CVR and we have to send to B2B 
instead? 

Yes, that is correct. 

Can customers without computers phone the 
registry for an appointment? What is that phone 
number? 

857-368-8000 

Will we continue to get a phone call from the RMV 
once our agency transactions have been processed? 

No, not at this time. 

Will the Wilmington location be open for customers 
to process transactions or is it only a drop off 
location? 

Appointments are available in Wilmington for customers 
beginning on 9/20. 

What is the best way to handle a customer who 
does not have a MA license and wants to epay? 
They have not been able to log in to make a 
payment due to not having a MA license number. 

Customers should be able to pay their fees without issue 
if they do not have a state assigned number. If there are 
specific examples, we can investigate. 

https://www.mass.gov/forms/rmv-customer-contact-us
https://atlas-myrmv.massdot.state.ma.us/myrmv/_/


 
 

 
 

 
 

 
 

 

  

 
 

 
 

 
 

 
 

 
 

 

 

 

 
  

 
 

 
 

We have had customers who have OOS licenses and 
tried to epay but were unable to log in and pay 
because the link sent to them asked for a MA 
license or their SSN. Since they had an OOS license 
and the ID provided was the OOS license and not a 
SSN, they were not able to log in to pay. The 
transaction being sent was for a MA registration for 
an auto that had previously been registered in 
another state. 

Customers should be able to pay their fees without issue 
if they do not have a state assigned number. If there are 
specific examples, we can investigate. 

Please clarify that as of 9/20/2021, we will be able 
to drop off our clients' paperwork in Worcester. We 
currently drive to Chicopee which is over an hour 
away. 

Worcester will provide B2B services beginning 9/20/21. 

We have a numbered folder for drop off in 
Chicopee, will we need to use that same folder in 
the Worcester when we drop off? Do we need an 
envelope? 

Each Service Center will have their own folders. 

How do you figure out the penalty fees when a 
vehicle was purchased but not registered for a 
while? 

That is a DOR calculation; you will need to contact them. 

Is the cover sheet going to be re-written or do we 
still need to include a phone number? 

Please include a phone number. 

Will the Chicopee B2B have longer drop & pickup 
hours since it is only a drop B2B? 

No. 

Just to clarify, all centers that have appointments Walk-in services are not guaranteed, and will be limited 
available are going to have a walk -in option? to capacity and cases of dire need. We encourage you to 

have your customers book an appointment.  Service 
Centers will only have the capacity to assist walk-ins 
based on the number of no-shows, volume of drop work, 
and many other factors. In many cases, a customer who 
walks in without an appointment will be scheduled an 
appointment for a later date. 

Will runners still need to use drop off sheets or will 
that be changing? 

Drop off sheets are required. 

Will the turnaround times to get transactions back Up to 25 items can be dropped with pick up the next 
be faster for agents? Currently it has been around 5- business day, after 2:00 p.m.; 25-100 items can be 
7 days from agent drop off to getting the call to pick dropped with pick up on the 2nd full business day, after 
up from Milford. 2:00p.m.; 100+ items can be dropped with pick up on the 

3rd full business day, after 2:00 p.m. 



 

 
  

 
 

 

  

 

 

  
 

 
 

 

  
 

 
  

  

  

   

 
 

 

 
 

 

 
  

 

Could you clarify no more live transactions for 
agents? 

There will be no live transactions for agents and/or 
runners. 

How long can runners expect to wait to drop off 
when they show up? Do they still need to text the 
code? 

We have not used the "Virtual Lobby" in most service 
centers since May 29.  As of September 20th, the Virtual 
Lobby will still not be in use. 

Will agents still be using our assigned envelopes 
when dropping off at B2B drop off sites?  For 
example, we have been using the Chicopee drop off 
and now may go back to Springfield. 

Each Service Center will have their own folders. 

We have an insured whose paperwork went with a 
runner, payment was not taken, email from RMV 
was not received. It has been 2 weeks - who can 
they or we contact to find out where the car 
documents are and what went wrong? 

You can email RMVRegDropOff@state.ma.us and a 
team member can research for you. 

Is the extension still on for transfers? No, the extension has expired. 

To clarify, I am talking about when people transfer 
plates, they used to have 7 days to get to the 
Registry and it was extended to 20 days. Is that still 
in effect? 

No, that is no longer in effect. 

Any idea when the AAA offices will go back to walk-
ins, or will they remain by appointment only? 

AAA is taking walk-ins whenever possible.  However same 
day appointments are available through their website. As 
of now, AAA intends to remain on appointment only 
basis, as it provides a better customer service 
experience.  If an emergency (lost license/registration 
and traveling) AAA tries to accommodate them on the 
same day.  More information here. 

Is there an email address agents can use to ask any 
questions or specific to drop bundle questions? 

You can email RMVRegDropOff@state.ma.us and a 
staff member can research for you. 

What is the process to request a refund if customer 
overpaid? How long does it take to process a rebate 
check? We have waited over a month for refunds. 

The refund process takes 4-6 weeks. Customer should 
visit the service center where the transaction occurred 
and a team member will process the refund. 
Application here. 

What exact website does a customer go to and book 
an appointment? 

atlas-myrmv.massdot.state.ma.us/myrmv 

What about the elderly that do not have access to 
email/computer or cell phone, how do they pay for 
a shortage fee? 

The transaction would be rejected for payment and the 
runner can obtain the exact amount for customer to 
resubmit with full payment. 

mailto: RMVRegDropOff@state.ma.us
https://northeast.aaa.com/?zip=02171&devicecd=PC
mailto: RMVRegDropOff@state.ma.us
https://www.mass.gov/doc/rebaterefund-application/download?_ga=2.202845970.220486640.1631796002-659683637.1631796002
https://atlas-myrmv.massdot.state.ma.us/myrmv/_/


 
 

 
 

 
 
 

  
 

 
 

 
 

 

  

  
 

 

 

 

Will resubmitted transactions be given priority? Not at this time. 

Can an e-mail be sent to the agent as well as the 
customer once payment is made so that the agent 
knows to pick up or not the next day? 

Only 1 email address can be used for the payment link. 

Just a suggestion: it would be helpful if we could get 
some type of receipt when dropping off. Twice I've 
had transactions "lost" within the system and we 
ended-up having to send copies of the title etc. to 
get the transaction processed. The paperwork was 
then found by the service center. 

Thank you for the feedback.  We will explore that option. 

Are renewals for trailers and trucks online? Yes. You can renew your trailer or commercial truck 
online. IRP trucks are not through MyRMV though. You 
need access to your IRP account separately to renew IRP 
plates trucks. 

Will appointments be required for agents and 
runners to drop off, or are they considered a walk 
in? 

Neither. Runners, agents, and dealers must use the B2B 
service locations and drop off work. 

Will there be a return of B2B window service at any 
time where B2B transactions can be completed on 
demand? 

Not at this time. 

Can you send blank checks with a runner for new 
registrations? 

No, the RMV is not accepting blank checks. 

Can customers still use AAA to process 
transactions? 

Yes, select RMV transactions can be done for AAA 
members. Visit AAA's website for list of locations 
and transactions. 

Will the runner be able to have anything processed 
the same day? 

No. 

Can we put a credit card number on the cover sheet 
for payment instead of an email address? 

No. 

As an Agent, can I go to the RMV or make an 
appointment for a client and go to the RMV for my 
client to get Registration same day? 

No. 

Will we receive metal license plates when the 
transaction is processed? 

Yes. 

Why the reduction in drop off and pick up times? To ensure work is processed and completed on time. 

If an agent has a question regarding a rejection, will 
they be able to speak to someone for clarification? 

Yes, our team members are happy to help you. 

https://atlas-myrmv.massdot.state.ma.us/myrmv/_/
https://northeast.aaa.com/automotive/registry-services/massachusetts.html


 

 

 
 

 

 
 

 
 

 
 

 

 
 

 

 
 

 

  

 

 

Hours say 9-5; however, we've had people show up 
at 4:45 and be turned away.  Please confirm. 

The hours of operation of each service center are 9:00 
a.m. - 5:00 p.m. Effective 9/20/21, drop off hours for 
B2Bs will be 10:00 a.m. - 2:00 p.m.; pick up hours will be 
2:00 p.m. - 5:00 p.m. 

Have clerks in all locations been briefed on Farm 
Plates?  We have insureds who have been turned 
away because there is no stamp on the RTA when 
there shouldn't be a stamp on it. 

Thank you for your feedback, we will review with our 
team. 

I could show up at 1:55 and drop off and then wait 5 
minutes and pick up at 2:00 pm?  Isn't this going 
cause a "bottleneck" situation with everyone 
showing up from 1:55 to 2:05? 

Thank you for your feedback. We are working on a 
solution for this particular scenario. 

Does the agent have to complete the check for the 
full amount on the check for all fees on client's 
check? 

Yes. 

Prior to the pandemic, agents were able to wait for 
their B2B transactions to be processed if there were 
4 or less transactions; does that apply again now? 

No, agents will not be permitted to wait. 

New customer from out of state and have a loan on 
the car, do they still need to have the title or a letter 
in hand to get Mass registrations? 

They need registration from out of state. 

Can runners now get a number and wait for service 
in Springfield at B2B for same day service? 

No, appointments are for individual customers only. 

We had all our contact info and payment email on 
envelope and they did not process. I had to pay a 
runner to run back and forth for no reason; is there 
a way to prevent this? 

Thank you for your feedback. We will look in to this 
situation. 

If Chicopee is not open for anything but B2B, we 
should  be able to drop and pick up at the same 
time. We do this as a free service and pay a runner 
for these trips. 

We will look in to this suggestion. 

Is it OK if an agent makes an appointment for a 
client if they do not have computer access? 

An agent can schedule the appointment for the 
customer, however, the customer is the person that 
needs to arrive for the appointment; runners trying to 
perform transactions for a customer by appointment will 
not be served. 



 
 

 

 
 

  
 

 
 

 
 

 
 

 

 
 

  
 

  

 

  

 
 

   
 

 

Are you prepared for the volume of runners who 
will drop off at 1:30 and wait until 2:00 for prior day 
pickups? 

Yes. 

Will the registrations and plate still be mailed to the 
customer or will be picking that up the next day? 

Pick up. 

Is there RMV contact for agents not part of MAIA 
who cannot contact Kathy? 

You can email RMVRegDropOff@state.ma.us and a 
team member is happy to help you. 

Check overpayments will be refunded to the agency 
if it was our check and not the customer, correct? 

Yes, that is correct. 

Once we receive the call for pick up, can we pickup 
our package when we come in for drop off the next 
day or now we have to take multiple trips? in the 
morning and at end of the day? 

Not at this time. 

Will the RMV create a calculator tool where agents 
will be able to correctly calculate total fees, 
including late sales tax, by putting in information 
such as vehicle, registration status, mileage 
credit/debit? 

This is a Department of Revenue question. The RMV uses 
NADA clean trade value on all casual sales. 

Can you confirm the RMV will still be accepting 
electronic stamps from customers? (on the RTAs) 

Yes, the RMV will continue accepting electronic or an 
original rubber stamp for insurance certification. 

Will transactions be handled in the office they are 
dropped off in?  No more sending to other offices? 

Work will only be sent to other offices when absolutely 
needed to meet our Service Level Agreement. 

Will there still be senior hours available for 
appointments? 

Yes. Senior hours are available on Wednesday mornings. 

Will Student Pupil plates be now handled out of the 
B2B in Chicopee, or will they remain in Springfield? 

Student pupil plates will remain in Springfield, and also in 
Greenfield. 

Will the email contact person you mentioned be our 
contact when we don't understand why a 
transaction has been rejected? 

You can email RMVRegDropOff@state.ma.us and a 
team member can research for you. 

Will customers be receiving actual plates or 
temporary plates in the B2B process? 

Actual plates, whenever possible. 

mailto: RMVRegDropOff@state.ma.us
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If clients now have to make an appointment with a 
7 day window or so and they are transferring plates, 
what if unable to get an appointment and now over 
7 day transfer window? 

Registration appointments are available in all locations 
within 7 days. 

For permit test, do you need an appointment? Yes. 

I know you said Roslindale will not open at this 
time, are there plans to re-open that site in the 
future? 

Not at this time. 

What happens if an email was printed incorrectly on 
the cover sheet? 

The transaction will not get paid and will be rejected. 

When are you going back to metal plates issued 
right away, no temp plates? 

A majority of the plates issued at the B2B will be the tin 
plates. 

Did I hear correctly that the drop off locations are 
closed as of the 17? 

Yes, for individual customers; B2B services will be offered 
at expanded locations beginning 9/20. 

Will the reopening and new changes be announced 
to the public, or is the RMV doing a “quiet 
reopening"? Can a link to the press release be 
provided (today?) to provide clients the assurance 
of the reopening's 

www.mass.gov/news/massachusetts-registry-of-
motor-vehicles-announces-new-statewide-customer-
service-options 

There are times I cannot get a NADA value to a tax 
amount. Who do I contact? 

Contact the DOR for value. 

Please provide email address for determining sales 
tax and penalties. 

Contact the DOR for this information. 

How quickly are IRP renewals being processed 
nowadays? Can my client make an appointment and 
get a same day renewal? 

Renewals are by mail only with a 7-day turnaround from 
date received by the RMV. 

I have been noticing that when the Commercial RTA 
forms are processed, and the garaging is different 
from the mailing address, the Registry fails to 
change the garaging address and we have to go in 
and correct the garaging.  Just a comment and no 
response is necessary ... Wilmington service center. 

Thank you for your feedback. Consistent customer 
service is important to the RMV. 

https://www.mass.gov/news/massachusetts-registry-of-motor-vehicles-announces-new-statewide-customer-service-options


 
 

 
 
 

 

 
 
 

 

  

 
 

 
 

 

 
 

 
  

 
 

 

 

 
 

 

  
 

 
 

 
 

 
 

Can the timeframe for whom are eligible for free 
Real ID/license upgrade be included on the email 
next week? Please. 

If you took advantage of the free REAL ID upgrade 
promotion and renewed your Massachusetts license or 
ID online between June 12, 2020 and April 30, 2021, you 
are eligible for a free upgrade to a REAL ID now.  Eligible 
customers can make a reservation to visit an RMV 
Service Center or AAA office, if you are a member. 

Our runner has indicated to put his name and 
number on cover sheet (not the insureds).  Is this 
standard practice? Insureds were getting calls 
saying transaction is ready and we had to have 
runner go find them. 

We process bundles based on the information from the 
cover sheet. 

So the drop off B2B service for runners will no 
longer be taking 4-5 days? 

That is correct. 

Is there any way the RMV is going to increase the 
time to respond to the payment email?  20 minutes 
is really not long enough. 

The link stays valid as long as the session is open. The 
session is open until the insurance stamp is over the 30 
day mark; or the transaction is over 30 days old. 

Do you accept scanned customer signatures for 
RTA's? Or scanned Stamps? 

We need the original signature. 

Can you provide the link or access information for 
calculating the amount the check should be made 
payable for? 

There is no such link available to determine a cost of the 
transaction. 

Our client needs a new plate for his trailer, but the 
RMV states they don't provide a replacement plate 
for vehicles which require only 1 plate.  Do they 
have to register for a brand new plate? 

Yes. 

What about when the B2B issues temporary plates 
and the customer does not receive the metal plates 
by mail. What should we do? 

You can email RMVRegDropOff@state.ma.us and a 
team member can research for you. 

Please reiterate # of transactions per envelope. 
Separate customer and same customers with 
multiple items for B2B. 

The runner or agent can drop as many transactions per 
envelope as they want as long as there is a check 
payment; email payments should be dropped in separate 
envelopes so that transactions waiting payment are not 
holding up other customer transactions; total pieces 
dropped regardless of number of envelopes is what is 
counted for daily Standard Level of Agreement. 

mailto: RMVRegDropOff@state.ma.us


 

 

 
 

 
 

  
 

  

 
 

 

 

 

 
 

 
  

 

 

 
 

 

 

 

 

With more locations opening, will more road test 
appointments become available for people with 
learners permits? 

Yes. 

Our agency has all transactions emailed to our 
agency and we pay it for the client to keep it simple 
for them. On several occasions, we have received 
someone else's email for payment that was in error 
and not our client. How do we reach someone at 
the Registry when an error like that happens? 

You can email RMVRegDropOff@state.ma.us and a 
team member can research for you. 

Do clients still get a link to pay via CC if they renew 
through an agent ? 

Your client would only get a payment link if the agent 
dropped the work and gave the client's email as the 
payment email. 

Any reason why some branches do not take E-
stamp? 

Thank you for your feedback. Consistent customer 
service is important to the RMV. 

Will we still be using the same envelope system and 
email to customers for payment? 

Yes 

Can we pick up from day before when we drop off 
in the morning? 

No. 

Any chance Boston can have a similar B2B process 
such as Braintree, where a clerk reviews the docs? 

Thank you for the feedback.  We will explore that option. 

I fill out the drop off form with my phone number 
(so I know when the transaction is completed - I will 
get the call) but something was bounced, and the 
Registry mailed the paperwork back to the insured. 
Who's phone number should be on the 
coversheets? 

The phone number should be the point of contact.  We 
will review this with our team. 

Will you be allowing RMV clerks to contact 
Agents/Runners for questions on drop off B2B 
paperwork? 

Yes, the RMV team member can give the amount to the 
runner, and the runner may fill out the check for their 
customer. 

Thank you for having this webinar, the 
communication is much appreciated.  Great work! 

Thank you for this feedback. 

Can we drop off B2B at 9am or do we have to wait 
till 10am? 

Drop off times for B2B services: 10:00 a.m. - 2:00 p.m. 

Will the B2B location call us if there is a problem 
with the paperwork? 

Yes. 

mailto: RMVRegDropOff@state.ma.us


 

 
 
 

 
 

 

 

  

 
 

 
 

 

 

 

 

   

 
 

 
 

 

 
   

 
 

 
 

 
 

 
 

  

I had a customer drop off paperwork in the Thank you for your feedback, we will review this 
Braintree office. The transaction bounced due to an suggestion. 
incorrect change date on the RTA form, the 
incorrect year was entered. The customer did not 
receive an email indicating the work bounced. She 
had to reach out to the email on the cover sheet 
and they had to track it down. Can you add a 
process to email the customer when their 
transaction processes? 

Just to be clear, as of 9/20/21, customers can no 
longer drop off at all?  Appointments only? 

Correct, appointments only. 

If your license is due to renew in November how 
early can you go to get it renewed? It will be a real 
ID. 

For full-term licenses/IDs, you can renew up to one year 
in advance of expiration. 

What is the call center phone number? 857-368-8000 

If the payment link is agent's, is that saved in the 
client's RMV profile? This issue arose when car 
dealer used their email on a plate return receipt and 
customer could not change email in portal. 

Agent, dealer, or runner emails should only be on the 
cover sheet. Email on the RTA is for the owner of the 
vehicle and where payment email will be sent. 

Is there a phone number or email that we can use to 
contact the RMV in emergency situations. The RMV 
in general does not answer the phone or the wait is 
way too long 

You can email RMVRegDropOff@state.ma.us and a 
staff member can research for you. 

So rather than getting a call that our packet is ready 
for pick up, agents should assume that a packet will 
be ready for pick up based on the number of 
transactions in the packet and the service 
agreement for that quantity? 

Correct. 

Will we have a way to contact the RMV when 
clients don't receive their payment email or if they 
get it and the link won't work? 

You can email RMVRegDropOff@state.ma.us and a 
staff member can research for you. 

We've had several payment emails not work.  We 
go back and forth with our runner & our service 
center and only way we get them resolved is to get 
a check from the insured. It's adding days to the 
process and multiple trips. We have clients waiting 
longer than they should and unable to drive their 
cars.  How can we avoid this from happening? 

Inform customers to keep an eye on their junk/spam 
folders in addition to their regular in-box. You can also 
email us at RMVRegDropOff@state.ma.us so we can 
research. 

mailto: RMVRegDropOff@state.ma.us
mailto: RMVRegDropOff@state.ma.us
mailto: RMVRegDropOff@state.ma.us


 

 
 

 

  

 
 

  

 

 

 

 
 

 

 
 

 
 

 

  
 

 

 
 

 
 

 
  

 

How do we handle payments for clients that do not 
have email? 

Use a check for payment. 

What documents does the RMV accept with 
scanned insurance stamps/signatures? I've had 
RMV-3s get rejected with a scanned stamp, but 
RTAs are processed. A stamped/signed document 
that has been scanned vs a wet stamp/signature. 

RMV has not accepted RMV-3 forms for the past 
two years. Please use the RTA form here. 

Will Martha's Vineyard accept walk-in clients at 
some point? If MV has been taking walk- ins, why 
are so many clients turned away? 

Martha's Vineyard has been taking walk-ins since May 29. 
Walk-ins are taken after customers with appointments. If 
they do not have the capability to serve walk-ins, they 
will make appointments for the customers to be served. 

Are you planning to book out the entire day with 
appointments or are you allotting time for walk-ins? 

We have created a business model which balances 
appointments and walk-ins. 

So just to clarify there is no longer a customer drop 
off as of September 17th? An addendum to that 
question - so after 9/20 an individual will no longer 
be able to drop off. 

Correct. Individual drop off services will no longer be 
available starting on 9/20. 

Will the RMV still take a scan copy of the insurance 
stamp and signature. 

Yes, however, this may depend on the transaction. 

Regarding blank checks, you stated the clerks 
cannot fill out the blank checks, but can the runners 
complete the checks onsite? 

Yes. The RMV team member will give the amount to the 
runner, for the runner to fill out the check. 

When will the surcharge hearings become virtual 
and/or in person? 

The RMV does not schedule or administer the surcharge 
hearings. The Board of Appeals (Division of Insurance) 
handles these hearings. 

Are masks required in the RMV or is it city by city? The RMV follows the town/city ordinance for any mask 
mandates. 

For an out of state lease vehicle, one currently 
needs the original title, do you see this changing to 
being able to use a title copy? 

Not at this time. 

If our agency runner drops off transactions in the 
mornings only, they are not allowed to pick up the 
following morning while they are there dropping 
off? 

No, all pick ups will be after 2PM the following business 
day. 

What does SLA mean? Service Level Agreement. 

What is the B2B email address? RMVRegDropOff@state.ma.us 

https://www.mass.gov/doc/registration-and-title-application-0/download?_ga=2.134105613.220486640.1631796002-659683637.1631796002
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So just to be clear, customers can go to any of these Correct, appointments are available at the locations 
locations (specifically for me would be Lawrence, listed. 
Lowell & Wilmington) to register their vehicle but 
will need an appointment first 

What will Haverhill location be?  Drop off only or 
appointment? 

Haverhill will offer appointments and B2B services. 

Who can we call when we don’t get a phone call to 
pick up completed transactions? Milford Registry 
never calls us to let us know we can pick up. 

You can email RMVRegDropOff@state.ma.us and a 
staff member can research for you. 

How do they calculate sales tax if not in the NADA 
database? 

Contact the DOR for value. 

How many transactions per appointment?  I have 
out of state new clients getting licenses and 
registrations.  They were only allowed to process 2 
of their 3 vehicles. 

The customer converting a license that scheduled an out 
of state license conversion and registration can convert 
their license and transfer their vehicle registrations. 
Typically no more than 4 total transactions, however the 
managers have discretion to make exceptions; it’s also 
important to note that each OOS for a license and 
registration is usually allotted 20 minutes, and in order to 
do more, that would carry over into the next 
appointment 

I got a call from Braintree RMV yesterday claiming Thank you for your feedback. You can email 
that a title was missing from a packet that was RMVRegDropOff@state.ma.us and a staff member 
dropped off. Do we have a way to contact someone can research for you. 
directly to address this issue? An RMV 
representative collected the RTA and proofread 
everything, woman who called said she was "just 
the messenger." 

How can I contact someone NOW from the 
Braintree RMV about a lost title? I can't wait 2 
weeks until they have a new way to be contacted. 
The B2B proofreader did collect the RTA and title. 

You can email RMVRegDropOff@state.ma.us and a 
team member can research for you. 

I am on the drive (EVR) program. Is there any 
consideration for those transactions I cannot 
process? 

Thank you for your feedback; we will look into this 
request. 

We have had several email payments where the 
insured did not get the link. What is the procedure if 
the insured does not get the email? 

Customers can contact us using the email address: 
RMVRegDropOff@state.ma.us 

mailto: RMVRegDropOff@state.ma.us
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The 10:00 am opening for drop offs is no good, 
what’s wrong with 9am instead? 

Our team will use the first hour to fulfill bundles due that 
day and also for other daily responsibilities. 

When will runners have access to the title division? There are no plans to allow the public to visit RMV 
Headquarters at this time. 

Can a runner use his email to transact work that 
he/she dropped off or does it need to be the 
registrant or an agent? 

It should be the agent or insured. 

When will agents and runners be allowed to access 
the FID database? 

There are no plans at this time to allow FID access. 

If I want to process a new registration and it’s a 
leased vehicle and pay by email, where will the 
actual physical plate be sent to lease or lessor, 
especially if it’s paid by email. 

The plate is sent to the lessor. 

When will someone from the RMV have a face to 
face meeting with runners and when can runners be 
able to communicate with someone at the Boston/ 
Haymarket location? 

Runners who use the Haymarket service center can 
always speak with a Manager/Supervisor if they have any 
questions on their work or process. 

Please explain why there is no same day service? This is a process improvement from the current process 
with a 4 business day Service Level Agreement. 

As of 9/20/21 – what I understand is that 
individuals CANNOT drop off anymore in Taunton or 
Braintree. 

Correct. There will be no drop off services for individuals 
as of September 20. 

We now drop in Chicopee. They call us when 
envelope is ready. So if drop is 10-2 is there a call 
time within that time? Or should we only anticipate 
calls on ready bundles from 2-5 that day? Or will 
those calls come to us still during the entire day? 

You should anticipate any bundles with up to 25 pieces 
will be available the next business day; bundles with 25-
100 pieces will be available within 2 business days; and 
bundles over 100 pieces will be available within 3 
business days. 

Will we be able to drop off a new packet when 
picking up a completed packet? 

Not at this time. 

Is there a way for the system to generate a 
temporary registration and plate with the actual 
plate number so that customers can drive 
immediately following payment?  It's an hour either 
way to Chicopee and I only go twice a week. 

Not at this time. 



 
  

 
 

 
 

  

 
  

 
  

 

 
 

 
 

 

 
 

 
 

 

 
 
 

 
 

 

 
   

 
 

 
 

  

 
 

 
 

  

Just to clarify, the North Adams RMV will no longer Correct. We encourage customers to make an 
be a drop off service for customers?  It is my appointment; walk ins will be served after anyone with 
understanding they will use the appointment an appointment and may be asked to return at a later 
method and walk-in as available? time. 

As an agent, my only concern is being able to pick- Thank you for your feedback; we will look into this 
up packages at the same time that we are dropping request. 
off packages. It would be really bothersome if we 
had to make two trips to the Registry at different 
times. I hope the Registry can accommodate that 
request. 

My understanding on the RTA is if there is a 
electronic estamp the only thing that can be 
adjusted/added is the client's signature but if we 
mail them a physical stamp they can add info we 
may not have at the time of issuance, is that 
accurate? 

That is correct. 

If I buy a car from a private party and I live in an We issue temporary plates while customer receives 
apartment complex that requires a car to have a plates in mail. 
plate to be parked in the lot. What should a 
customer do? Since you are no longer doing same 
day plates. 

My question is why aren’t we allowed to access The information contained on a customer's profile is 
customer’s profile? I have done this a few times considered personal information which is restricted 
with customer’s approval to access or help them information. 
with different things. 

So driver’s licenses can be renewed online one Photos are good for 14 years so eligible customers may 
time. The next time they need to go in person to get be able to renew online two times in a row. However, 
an updated photo? first-time applicants for a REAL ID must be processed in 

person. 

On the cover sheets, if we provide our email, this is 
for the payment only. It won’t be attached to their 
profile? 

That is correct. 

If someone’s license isn’t renewing for a few years Customers can renew their license or ID up to one year in 
and they need the Real ID, they have to pay all fees advance of expiration. If a customer is outside this 
again? timeframe and wants to get a REAL ID, they are required 

to pay the $25 amendment fee. 

Is there a cheat sheet listing the information that is Our dedicated webpage has the requirements to get a 
required for the REAL ID? REAL ID. For details, visit 

www.mass.gov/guides/massachusetts-identification-
id-requirements 

www.mass.gov/guides/massachusetts-identification-id-requirements
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