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More than a new software system 

Registry of Motor Vehicles simultaneously implemented 

changes to 

•TECHNOLOGY: Implemented Release 1 of ATLAS 

software for licensure/driver functions (licenses, IDs, road tests) 

• Release 2 for vehicle functions (registration, etc.) scheduled for November 2019 

•PROCESS: Initiated full compliance with Real ID and 

standard license/ID lawful presence requirements 

•PEOPLE: Trained entire RMV workforce on new technology and new 

processes, as well as ways to improve customer interaction 
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Data from March 26th 2018 - present 

 



Progress to date 

During cutover weekend (evening of Thursday March 22 through 
Monday morning March 26) 

•1.2 Billion records transferred from the legacy 32 year old system 

 

   Since new ATLAS software went live on Monday, March 26 

   (through May 11)  

•214,845 Permits, Licenses, IDs have been issued  

•24,234 Road Tests have been conducted 
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      *Includes weekend road test program 

 



Transaction times are still improving 
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REAL ID AND LAWFUL PRESENCE 

•Data from March 26th 2018 - May 7 
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Real ID Overview 
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Standard, 

82331, 54% 

REAL ID, 

69649, 46% 

System-wide 

Standard, 

3228, 15% 

REAL ID, 

18986, 85% 

AAA 

Standard, 

79148, 61% 

REAL ID, 51147, 

39% 

RMV 

Less than half of all customers have 

chosen REAL IDs rather than 

standard IDs, but proportions vary 

between RMV and those using AAA 

 

• 85% of AAA customers opt 

for a Real ID 

 

• 39% of RMV customer opt 

for Real ID 



Types of documentation presented 

The majority of customers in service 

centers have presented US birth 

certificates or US passports 
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Document Type Count 

US Passport 78374 

US Birth Certificate 78261 

I-551 Permanent Resident Card 12744 

I-94 Arrival/Departure Record in Unexpired Foreign Passport 5475 

I-766 Employment Authorization Card 4547 

Naturalization Certificate 2353 

US Passport Card 585 

Certificate of Citizenship 402 

Consular Report of Birth Abroad 211 

Alternative proof of Lawful Presence 83 

I-571 Refugee Travel Document 38 

I-327 Reentry Permit 6 
44% 
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7% 
3% 

1% 1% 

Service Center -  Lawful Presence 
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SAVE Verification 
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For individuals whose lawful presence verification requires the use of SAVE (a 

verification system operated by the Department of Homeland Security) there are 

several outcomes: 

 

1.The customer’s lawful presence is verified immediately during their transaction 

and the customer may continue.  

 

2.The customer’s lawful presence requires further review from SAVE. SAVE has 

second and third step processing procedures. The customer will receive their case 

number from SAVE in their Application Status letter and have the ability to check 

their status independently with SAVE or wait for a letter from the RMV once we 

have received final verification.  

 



 

93% of customers in 

the RMV Service 

Centers – 

approximately 

20,000 - received 

SAVE verification 

immediately during 

their visit 
 

The vast majority of customers are getting through SAVE 

on the first attempt 
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20,154, 

93% 

 1,445, 7% 

SAVE Checks - Systemwide 

Passed on First

Check

NOT Passed on

First Check

324, 98% 

8,  2% 

Save Checks - AAA 
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SAVE Cases - Helping Customers through the Process 

 

The vast majority of customers will have their SAVE Case verified 
during their application. If the RMV does not receive that initial 
instant response, the RMV must send the SAVE Case for a Step 2 
review.  

 

• A customer with a Step 2 SAVE Case is given an Application 
Status Form with their SAVE Case Check # to monitor the SAVE 
Case on SAVE’s website 

 

• Additionally, ATLAS systematically sends a letter once the RMV 
has received a SAVE response. The application may proceed if 
lawful presence is confirmed.  

 

• If more review is required, the RMV submits the customer’s 
document for a Step 3 SAVE review. The customer may 
continue to monitor their case online and will receive an ATLAS 
letter once the Case concludes. 

 



“GET READY” 

•Get Ready statistics from March 26 through May 7, 2018 
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“Get Ready” Customer Application 
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• Prints from online application or can be 

displayed on phone 

 

• Tells customers exactly what to bring 

with them to complete transaction  

 

• Directs AAA members to closest AAA 

offices for renewals 

 

• Includes a bar code that will be 

scanned-information is retrieved in the 

system at their visit 

 Saves time in line 



“Get Ready” customers 
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The majority of Get-Ready customers are 

License Renewal transactions, followed by 

Duplicates/Amends, and New License 
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• Six of the full service 

RMV Service Centers 

are doing 18% or higher 

“Get Ready” 

transactions.  

 

• Wilmington and 

Leominster are the 

highest at 24% and 21% 

respectively.  

“Get Ready” use varies 
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March 26 – May 7, 2018 



WAIT TIMES 

•Wait Time data for April 2 – May 9, 2018 
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SYSTEMWIDE Transaction Volume and Service Center Customers Served  

School Vacation Week 
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April Weekly percentage of customers served by Service Center Location  

** School Vacation Week 

Weekly percentage of customers served under 60 minutes 
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Week 2: 4/2/2018 - 4/8/2018 Week 3: 4/9/2018 - 4/15/2018 
Week 4: 4/16/2018 - 
4/22/2018** 

Week 5: 4/23/2018 - 
4/29/2018 

Nantucket 100% 100% 100% 86% 

Fall River 98% 88% 85% 99% 

Taunton 82% 86% 94% 95% 

North Adams 99% 85% 47% 98% 

Chicopee 83% 82% 96% 90% 

Martha's Vineyard 100% 77% 79% 86% 

Attleboro 86% 80% 68% 81% 

Easthampton 77% 75% 68% 89% 

Southbridge 87% 74% 59% 74% 

Worcester 76% 73% 66% 89% 

Haverhill 92% 71% 48% 71% 

Milford 72% 74% 56% 83% 

Brockton 78% 71% 56% 81% 

Greenfield 74% 83% 45% 86% 

New Bedford 76% 76% 58% 76% 

Roslindale 64% 68% 59% 80% 

Springfield 62% 73% 58% 80% 

Lowell 73% 58% 45% 67% 

Watertown 64% 59% 47% 84% 

Pittsfield 69% 67% 47% 86% 

Wilmington 67% 63% 42% 69% 

Natick 79% 63% 32% 75% 

Revere 64% 63% 48% 64% 

Leominster 58% 75% 40% 62% 

Plymouth 58% 60% 50% 54% 

South Yarmouth 62% 53% 57% 52% 

Braintree 60% 56% 39% 62% 

Boston 39% 37% 38% 56% 

Lawrence 49% 34% 35% 46% 



May weekly percentage of customers served by Service Center Location  

Weekly percentage of customers served under 30 minutes 
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Week 6: 4/30/2018-5/6/2018  Week 7: 5/7/2018 - 5/10/2018 

Nantucket 79% 94% 

North Adams 83% 87% 

Martha's Vineyard 73% 86% 

Easthampton 71% 74% 

Taunton 68% 57% 

Attleboro 68% 57% 

Southbridge 60% 66% 

Pittsfield 59% 65% 

Fall River 63% 57% 

Worcester 56% 63% 

Chicopee 57% 61% 

Greenfield 56% 55% 

Watertown 46% 61% 

Springfield 49% 54% 

Roslindale 48% 52% 

Lowell 47% 51% 

Brockton 48% 48% 

Milford 53% 40% 

New Bedford 38% 56% 

Natick 43% 50% 

Revere 34% 44% 

South Yarmouth 37% 35% 

Braintree 32% 37% 

Plymouth 39% 27% 

Leominster 33% 35% 

Lawrence 23% 43% 

Wilmington 31% 29% 

Boston 32% 23% 

Haverhill 26% 30% 



Focus.  

Energy.  

Urgency. 
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RMV Wait Time Reduction Plan 

 
WAIT TIME GOALS 

Timeframe Goal 

Every Week Average wait time improved compared 

to previous week, both across the 

system and in each individual service 

center (baseline: week of April 9-13) 

Short Term 80% of customers served under 30 

minutes at high and medium tier 

service centers 

Mid Term 80% of customers served under 30 

minutes at all but a handful of service 

centers 

Long Term 80% of customers served under 30 

minutes at all service centers 



USE OF OTHER CHANNELS 

•Online 

•AAA 
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*2018 Volumes from ATLAS and ALARS may not be comparable due to disparate methodologies and data quality. 

 

Online April License Transaction Volume  
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*2018 Volumes from ATLAS and ALARS may not be comparable due to disparate methodologies and data quality. 

 

AAA April  License Transaction Volume  
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**AAA Registry services locations increased to 33 total locations in April 2018 

from 23 total locations in April 2017 
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