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Merit Rating Board
Board Meeting

Wednesday, October 30, 2019
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Agenda

• MRB Overview (Emphasis on Quality Control Work 
Queues)

• MRB Ongoing Process Improvements
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MRB Business Units

Document Control
• Receives, processes, and 

delivers all incoming and 
outgoing mail to MRB 
units

• Scans citation documents

Citation Processing
• Applies motor vehicle 

violation citations 
transactions from police, 
courts, and violators to 
driving records

• Updates and corrects 
citations

Quality Control
• Verifies the integrity of 

citation records applied to 
ATLAS

• Resolves issues requiring 
quality control intervention 
to post to driving records

CMVI Payments Insurance ServicesCustomer Service
• Processes payment 

transactions received from 
violators for court filing 
fees, infractions, late fees, 
etc.

• Updates and corrects 
payments

• Supports new and existing 
MA automobile insurers by 
providing instructions and 
guidance regarding 
policies, procedures, and 
Safe Driver Insurance 
Program requirements

• Maintains telephone and 
walk-in services for 
customers with questions 
or complaints regarding a 
driving record



4

MRB Citation Partners

MA Police Departments MA Court System
• Police officers issue citations for drivers 

who violate traffic laws
• Police departments send MRB citations 

for traffic law violations, which MRB 
applies to the specified violator's 
driving record

• Drivers who have received citations for 
civil violations send MRB payments for 
violations or requests for 
hearings, along with copies of their 
citation

• Court system hears drivers who have 
received citations for criminal 
violations before a clerk 
magistrate, who decides whether to 
issue a criminal complaint, which could 
lead to a trial by jury

• Court system sends MRB criminal 
complaints and dispositions, which 
MRB uses to update the specified 
violator’s driving record
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MRB Operations: Sources of 
Information for Traffic Law Violations

Police
• Police officer writes a paper 

citation or fills out an e-Citation
• Police officer provides a copy 

to the violator at the time of 
offense

• Citations are mailed or 
electronically transmitted to 
MRB

Courts
• Police departments send 

criminal citations to courts
• After trial, courts send 

dispositions with charges and 
penalties to MRB

Violator
• Violator can request a 

hearing and pay the court 
filing fee or can pay the 
citation

• Payments can be made 
online, mail, or in-person 
at a service center
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MRB Operations: Documents Received
and Quality Control Items Worked

Unit Type Item July August September

Citation 
Processing

Paper

Court Results 5,876 6,346 5,095
Police Citations 12,547 12,079 9,534
Hearing Requests 6,825 5,624 5,829
Violator Payments 3,717 3,477 3,321
Subtotal Paper 28,965 27,526 23,779

Electronic
Court Results 15,906 16,265 16,290
e-Citation (Police) 28,724 30,305 27,370
Subtotal Electronic 44,630 46,570 43,660
Total Incoming 73,595 74,096 67,439

Unit Type Item July August September
Quality 
Control Work Item Open Items Created 6,417 5,172 3,383

Open Items Resolved 7,650 8,144 10,324

Table 1: Volume of Incoming Documents

Table 2: Volume of Quality Control Open Items Generated
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MRB Operations: Common Issues and 
Bottlenecks

Citation Processing

• Illegible handwriting on 
citations

• Use of old traffic violation
codes that are no longer 
active

• Driver cannot be found in 
the ATLAS system (i.e., 
non-driver account must be 
created)

Quality Control

• Missing information (e.g., 
citation number not 
included)

• Incorrect information (e.g., 
keystroke error)

• Mismatched information 
(e.g., criminal charges are 
amended during trial)
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Agenda

• MRB Overview (Emphasis on Quality Control Work 
Queues)

• MRB Ongoing Process Improvements
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Transmission of Citations

MRB Ongoing Process Improvements

1

Transmission of Court Documents
2

Citation Processing Work Queues
3

Quality Control Work Queues
4
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Massachusetts Uniform Citation
Paper Citation
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1. Transmission of Citations
• Paper Citations: Mailed to MRB from police departments. Must be

opened, batched, scanned, and manually keyed into ATLAS by MRB staff.
• 30% of all citations received in 2019 YTD were paper.
• Most police departments exclusively send paper.

• e-Citations: Transmitted electronically by police departments. Processed
automatically by ATLAS.

• 70% of all citations received in 2019 YTD were received electronically.
• Approximately 50 police departments use e-Citation, including: the State

Police (92% electronic), Billerica (97%), Boston (22%), Lowell (78%),
New Bedford (68%), and others.

Timeliness Accuracy
e-Citations arrive much faster than paper 
citations and do not require manual 
batching, scanning, or keying to post and 
update driving records. Delays in mailing 
citations, processing work queues, and 
entry errors delay citations posting.

Inaccuracies on either type of citation can 
cause delays in posting violations to a 
driving record, either in the posting of the 
citation or the posting of court documents 
if information between the two sources 
mismatched.
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1. Solutions: Transmission of Citations

Coordination with 
Courts and Police

Adoption of 
e-Citation

Address instances 
where outdated codes 

are used on paper 
citations

Identify resources and 
support to accelerate 

implementation of
e-Citations
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Massachusetts Uniform Citation
e-Citation
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2. Transmission of Court Documents
• Incongruous Information Needs: Courts and RMV require 

some information that the other does not.
• Missing Information: Citation numbers are a required unique identifier for 

MRB operations.
• Amended Charges: ATLAS was not previously configured to distinguish 

between charges amended by the courts and charges that were altered in 
error.

Timeliness Accuracy
Resolving errors generated by missing or 
mismatched information can delay the 
posting of court results to driving records 
and any required action by RMV.

Resolving errors generated by missing or 
mismatched information requires research 
and frequent calls to the court clerks.
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2. Solutions: Transmission of Court 
Documents

IT 
Resolutions

Courts 
Partnership

Internal MRB Policy 
Changes

Implement one-time 
and ongoing 

resolutions to mitigate 
error creation

Reduce errors from 
mismatched adjudicated 

offenses

Implement procedures 
for handling amended 

charges 
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3. Citation Processing Work Queues
• Difficulty in Reading Paper Citations: Due to either police handwriting or 

scan quality, many citations are difficult to decipher.
• Missing or Incorrect Information: Required fields on many citations 

are blank or have incorrect information.
• Volume of Partner Inquires: Staff regularly field inquiries from 

hearing officers, courts, and service centers.

Timeliness Accuracy
The speed in which staff are able to 
manually key information from citations 
into ATLAS varies based on comfort with 
interface, disruptions in workflow, and 
legibility of police handwriting.

For a citation to post to a driving record, 
required fields on the citation need to be 
correctly filled. Incomplete/ inaccurate 
information in fields, as well as human 
error in manual keying or interpretation of 
violation codes, create errors that delay 
posting to driving records.
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3. Solutions: Citation Processing 
Work Queues

Training and 
Team Meetings

Process 
Improvements Coaching Additional 

Support

Create job aides 
and 

communication 
channels between 
management and 

staff

Revamp outdated 
policies and 

increase 
communication 

with critical 
partners

Implement 
individual action 
plans to address 

outstanding 
obstacles and/or 

issues

Leverage 
additional support 
from other units, 

as needed, to 
help key citations
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4. Quality Control Work Queues
Substantial efforts over the past three months have significantly reduced the
number of open items from 22,000* to under 12,500. While on average the
Quality Control unit completes hundreds of items each day, new errors are also
created daily.

• Multiple Sources and Types of Errors: Open items can stem from data 
entry errors, missing or mismatched information, conflicting amended charges, 
and conflicting violation codes.

• Challenges in Prioritization: Until July 2019, MRB had no way to assess 
which open items involved the most serious offenses.

Timeliness Accuracy
Resolving errors generated by missing or 
mismatched information can delay the 
posting of court results to driving records 
and any required action by the RMV. A 
backlog of errors delays resolution.

The primary purpose of the Quality 
Control unit is to resolve inaccuracies 
identified in traffic law citations and court 
results that affect operators' driving 
records.

*Source: RMV Interim Report #4 August 15, 2019
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4. Solutions: Quality Control 
Work Queues

PartnershipsPrioritization ATLAS IT 
System Fixes Staffing

Collaborate with 
MA Court 
System to 

minimize risks

Identify and 
assign 

open items with 
the most serious 

offenses

Modify data 
processing rules 

to increase 
automatization

Authorize 
additional hours 

and reassign 
staff to support 
with open items
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Current Status and Progress:
Quality Control Work Queues

21,708

12,341

15,105
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Thank you
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Appendix

• Organizational Chart

• Types of Quality Control Open Items

• Example of a Citation Error
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Organizational Chart
Director

Deputy Director

Business Manager 
Specialist IT Contractors

Assistant Director 
of Operations

Document Control Citation 
Processing

Insurance 
Services Customer Service

Quality Control CMVI Payments

Office Support 
Specialist II
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Types of QC Open Items (Illustrative)

Missing Information Mismatched InformationIncorrect Information
Example: Citation numbers
MRB uses the citation number 
from the original police citation 
is used as a unique identifier 
to associate an individual 
violator, the specific incident, 
and the court disposition. 
When the courts do not 
include the citation number in 
their transmission, MRB 
cannot apply the disposition to 
the violator's driving record 
without conducting research to 
identify the correct violator 
and specific incident.

Example: Handwriting
Handwriting on paper citations 
can be difficult to read and 
interpret.

Example: Incorrect digits
Handwritten drivers' license 
numbers, registration 
numbers, etc. that are missing 
digits require QC resolution.

Example: Keystroke error
When manually keying 
citations, Citation Processing 
unit makes occasional 
keystroke typos that require 
QC resolution.

Example: Amended charges
Police or courts may amend 
criminal charges listed on 
citations before or during trial. 
QC resolution is required 
when courts send dispositions 
to MRB with different charges 
from the original citation to 
determine if the charge was 
intentionally amended or a 
data error.

Example: Driver's Licenses
QC resolution is required 
when police write current 
driver's license numbers on 
citations and courts provide 
MRB with old driver's license 
number from a violator's 
existing record.

QC open items can stem from (a) missing or incorrect required information on any document sent to the
MRB by police, courts, or violators and (b) mismatched information between documents. Some open
items can be resolved using information available in ATLAS, while others require research and
communication with external partners and consequently take much longer to resolve.
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Examples of a Citation Error
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