
  

 

 

    
    

    

         
 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

        

         

 

The Commonwealth of Massachusetts 
DEPARTMENT OF PUBLIC UTILITIES 

TRANSPORTATION NETWORK COMPANY DIVISION 
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TRANSPORTATION NETWORK COMPANIES 
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https://www.mass.gov/orgs/tnc-division 

1 

https://www.mass.gov/orgs/tnc-division
https://www.mass.gov/orgs/tnc-division


  

   
 

    

        

     

     

     

     

       

        

     

      

       

    

      

    

    

      

        

     

       

      

     

       

       

      

         

      

      

     

      

       

       

Table of Contents 

Article I. INTRODUCTION......................................................................................................4 

Article II. CHECKLIST OF ADDITIONAL REQUIRED INFORMATION............................5 

Article III. BUSINESS INFORMATION ....................................................................................6 

Section 3.01 Type of Business.................................................................................................6 

Section 3.02 Contact Information ............................................................................................6 

Section 3.03 Business Affiliation ............................................................................................6 

Section 3.04 Executive & Regional Personnel ........................................................................7 

Article IV. TYPES OF SERVICES & LOCATIONS..................................................................7 

Section 4.01 Service Description.............................................................................................7 

Section 4.02 Contracted Services ............................................................................................8 

Section 4.03 Location of Services ...........................................................................................9 

Article V. INSURANCE.............................................................................................................9 

Section 5.01 Required Insurance Coverage .............................................................................9 

(a) General Provisions .........................................................................................................9 

(b) Phase 1 Requirements ....................................................................................................9 

(c) Phase 2 & Phase 3 Requirements.................................................................................10 

Section 5.02 Required Insurance Disclosure to Drivers ........................................................10 

Article VI. VEHICLE REQUIREMENTS .................................................................................11 

Section 6.01 Inspection, Registration, & Insurance...............................................................11 

Section 6.02 Trade Dress/Removable Decal .........................................................................12 

Section 6.03 Commercial Tolls .............................................................................................12 

Article VII. BACKGROUND CHECK REQUIREMENTS .......................................................13 

Section 7.01 Overview: Two-Part Background Check.........................................................13 

Section 7.02 TNC Background Check...................................................................................13 

Section 7.03 Driver Background Check Consent & Authorization .......................................14 

Section 7.04 Driver Submission Process ...............................................................................15 

Section 7.05 Division Background Check.............................................................................15 

Section 7.06 Suitability Notifications ....................................................................................15 

Article VIII. CERTIFICATES FOR DRIVERS ...........................................................................16 

Section 8.01 Background Check Clearance Certificate .........................................................16 

Section 8.02 Transportation Network Driver Certificate.......................................................16 

2 



  

     

    

    

     

    

    

    

    

     

      

    

    

     

   

     

      

      

        

      

         

     
 

   

  

   

   

   

   

   

   

Article IX. REPORTING REQUIREMENTS............................................................................17 

Section 9.01 Weekly..............................................................................................................17 

Section 9.02 Monthly.............................................................................................................17 

(a) Driver Roster Sync.......................................................................................................17 

(b) Complaint Reporting....................................................................................................17 

Section 9.03 Quarterly ...........................................................................................................17 

Section 9.04 Annually............................................................................................................18 

Section 9.05 Ad-Hoc..............................................................................................................18 

Article X. PAYMENT OBLIGATIONS...................................................................................19 

Section 10.01 Per-Ride Assessment ........................................................................................19 

Section 10.02 Surcharge ..........................................................................................................19 

Article XI. RATES .....................................................................................................................19 

Section 11.01 Rate Structure ...................................................................................................19 

Section 11.02 Waybill..............................................................................................................19 

Section 11.03 Surge Pricing.....................................................................................................19 

Article XII. RIDER ACCESSIBILITY........................................................................................20 

Article XIII. HOURS OF SERVICES ..........................................................................................20 

Article XIV. WRITTEN INFORMATION SECURITY POLICY (WISP)..................................20 

Article XV. LOGAN AIRPORT..................................................................................................21 

Article XVI. STATE & MUNICIPAL REGULATION OF TRAFFIC ........................................21 

Article XVII.REGULATORY AUTHORITY...............................................................................22 

Appendix 1 ……………………………………………………………………………………..23 

Appendix 2 ……………………………………………………………………………………..26 

Appendix 3 ……………………………………………………………………………………..27 

Appendix 4 ……………………………………………………………………………………..28 

Appendix 5 ……………………………………………………………………………………..29 

Appendix 6 ……………………………………………………………………………………..34 

Appendix 7 ……………………………………………………………………………………..37 

Appendix 8 ……………………………………………………………………………………..51 

3 



  

   

  

            

 

   

 

 

 

              

  

 

  

     

                

 

  

       

          

 

             

 

Article I. INTRODUCTION 

The Commonwealth of Massachusetts regulates Transportation Network Companies (TNCs) — 
also known as rideshare companies — through the Department of Public Utilities, Transportation 

Network Company Division (Division). To operate as a TNC in Massachusetts, a Permit 

Application must be completed with the Division every year. G.L. c. 159A½, § 3. This Permit 

Application is intended to inform the Applicant of the requirements of operating as a TNC in 

Massachusetts. There is no filing fee for the Permit Application, although by statute the 

Applicant will have other payment obligations that are described in this document. 

Throughout this form, the Applicant is required to enter and affirm certain information, as well 

as submit additional information as part of the Permit Application. Such additional 

information submitted to the Division must be in color copy, PDF format, and paginated 

with a table of contents. The Division may request other information as deemed necessary. 

G.L. c. 159A½, § 8(a). 

Failure to comply with the requirements of this Permit Application may result in the denial of a 

Permit, at which point the Applicant must wait six months before filing a revised Permit 

Application. 

The Division assesses each Permit Application to determine whether it is consistent with the 

rules and regulations for operating as a TNC and is in accordance with the public interest. The 

Division welcomes all Applicants and will work closely with each throughout the Permit 

Application process. Before completing the Permit Application, the Division recommends that 

the Applicant make itself available for a meeting to discuss the requirements listed herein. 

All capitalized terms not specifically defined herein shall have the meaning ascribed to such 

terms in 220 CMR 274.02. 
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Article II. CHECKLIST OF ADDITIONAL REQUIRED 

INFORMATION 

For ease of reference, the following information is identified as an additional required 

submission, which is outlined further throughout this Permit Application. 

Map of the Applicant’s service location(s), identifying geographic locations for each 

contracted Transportation Network Service (if applicable) 

Proposed Certificate of Insurance 

Screenshots of insurance disclosures to Drivers 

Plan for ensuring Transportation Network Vehicles are validly inspected, registered, and 

insured 

Proposed Transportation Network Vehicle decal or trade dress 

Plan for ensuring compliance with the Driver Background Check requirements 

Proposed plan for obtaining a Driver’s consent & authorization for the Division 

background check 

Proposed Transportation Network Driver Certificate 

Screenshots for complaint reporting by phone, email, and webpage 

Copy of the Applicant’s price structure for Rides, including whether that structure differs 

based on geographic location 

Screenshots/photographs of the Applicant’s sample waybill that for both Riders and 

Drivers 

Proposed Rider accessibility policy 

Proposed hours of service policy 
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Article III. BUSINESS INFORMATION 

Section 3.01 Type of Business 

Select all that apply: 

Corporation 

Limited Liability Company 

General Partnership 

Limited Partnership 

Limited Liability Partnership 

Sole Proprietorship 

Doing Business As 

Other (specify) 

Section 3.02 Contact Information 

➢ Name 

➢ Address 

➢ City/Town 

➢ State 

➢ Zip Code 

➢ Phone 

➢ E-mail 

Section 3.03 Business Affiliation 

➢ Identify all entities operating in Massachusetts that are subsidiaries of the Applicant 

➢ Describe the nature of the relationship(s) 

➢ Identify all entities of which the Applicant is a subsidiary 

➢ Describe the nature of the relationship(s) 

➢ Describe the nature of the relationship(s) between the Applicant and other 

subsidiaries 
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Section 3.04 Executive & Regional Personnel 

➢ List all corporate officers and titles 

➢ List all primary personnel responsible for Massachusetts business activities1 

Article IV. TYPES OF SERVICES & LOCATIONS 

Section 4.01 Service Description 

Identify the types of Transportation Network Services to be provided by the Applicant. Select all 

the apply. 

Door-to-Door (pick-ups and drop-offs are at specific addresses) 

Curb-to-Curb (drivers assist passengers between the vehicle and sidewalk or other 

waiting area) 

Walk-to (riders walk a short distance to or from either a pick-up or drop-off location) 

Non-Emergency Medical Transportation 

Pupil Transportation 

Other [specify] 

If other, please specify. 

1 For example, the Applicant may have personnel responsible for matters at the Division, the 

Massachusetts Department of Transportation, the Massachusetts Executive Office of Public 

Safety and Security, the Massachusetts Port Authority, City of Boston, etc. 
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➢ 

➢ 

➢ 

➢ 

➢ 

➢ 

Identify types of Transportation Network Vehicles (sedan, SUV, etc.): 

Identify largest and smallest Transportation Network Vehicle: 

Specify approximate number of Transportation Network Vehicles per year: 

Specify approximate number of Drivers per year: 

Specify approximate number of Rides per year: 

Specify approximate number of Riders per year: 

Section 4.02 Contracted Services 

➢ List all entities with which the Applicant has contracted to provide Transportation 

Network Services in Massachusetts2 

➢ Specify term of contract(s) 

➢ Explain purpose of the contractual relationship(s): 

The Division may require the Applicant to furnish contract information related to any contracted 

Transportation Network Services. The Division may inspect the contract provisions to ensure 

compliance with TNC rules and regulations. G.L. c. 159A½, § 8(a). 

2 For example, the Applicant may have contracted to provide Transportation Network Services 

on behalf of a municipality, regional transit authority, state agency, health care or educational 

institution, etc. 
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If the Applicant does not contract to provide any Transportation Network Services in 

Massachusetts, please affirm by checking the box below. 

Applicant affirms no Transportation Network Services are provided in 

Massachusetts through contract. 

Section 4.03 Location of Services 

Provide a map of the Applicant’s location(s) of service(s). 

If the Applicant is providing Transportation Network Services through contract, identify in 

the map the geographic locations for each contracted service. 

Article V. INSURANCE 

Section 5.01 Required Insurance Coverage 

At the time of operation, the Applicant is required to have an insurance policy that is compliant 

with the requirements of G.L. c. 159A½, § 5, identified below. The Applicant is not required to 

have entered into a contract for the requisite insurance until it has been permitted by the 

Division. 

(a) General Provisions 

❖ Insurance policy contains no language that precludes coverage from being conditioned on 

a driver’s carrier denying a claim (G.L. c. 175, §228(f)); and 
❖ Insurance policy provides the required coverage on a first dollar basis where insurance 

maintained by the Driver has lapsed, failed to provide the required coverage, denied a 

claim for the required coverage or otherwise ceased to exist. G.L. c. 175, §228©. 

(b) Phase 1 Requirements 

When a Driver is logged onto the Digital Network and is available to receive a Ride, but is not 

yet engaged in a Ride, insurance policy requirements must provide for: 

❖ Bodily injury coverage limit for automobile liability of at least $50,000 per individual, per 

vehicle (G.L. c. 175, §228(c)); 

❖ Bodily injury coverage limit for automobile liability of at least $100,000 of total coverage 

(G.L. c. 175, § 228(c)); 

❖ Property damage coverage limit for automobile liability of at least $30,000 (G.L. c. 175, 

§228(c)); 

❖ Uninsured motorist coverage of at least $20,000 per person, $40,000 per accident 

(G.L. c. 175, §§ 113L and 228(c); and 

❖ Personal injury protection coverage of at least $8,000 for any one person. G.L. c. 90, 

§34A and G.L. c. 175, §228(c). 
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(c) Phase 2 & Phase 3 Requirements 

When a Driver is transporting a Rider or has accepted a Ride request and is on the way to pick-

up the Rider, insurance policy requirements must provide for: 

❖ Death, bodily injury and property damage coverage limit for automobile liability of at 

least $1,000,000 per occurrence, per vehicle (G.L. c. 175, §228(d)); 

❖ Uninsured motorist coverage of at least $20,000 per person, $40,000 per accident 

(G.L. c. 175, §§ 113L and c. 228(d)); and 

❖ Personal injury protection coverage of at least $8,000 for any one person. G.L. c. 90, 

§34A and G.L. c. 175, §228(d). 

The Applicant must submit its proposed Certificate of Insurance to the Division, which 

demonstrates compliance with these requirements. 

The Division may coordinate with the Massachusetts Division of Insurance to ensure the 

Applicant’s compliance with these requirements. 

Section 5.02 Required Insurance Disclosure to Drivers 

Before a Driver provides Transportation Network Services, the Applicant is required to 

conspicuously disclose the following to each Driver: 

(a) A statement that the Driver’s own automobile insurance policy may not provide 

coverage during the provision of Services; 

(b) A statement of the automobile insurance coverage that the TNC provides, including 

the types of coverage and the limits for each coverage, in each circumstance: 

(1) A Driver logged onto the Digital Network and available to receive 

transportation requests, but not engaged in a Pre-arranged Ride; 

(2) A Driver engaged in a Pre-arranged Ride; and 

(3) A Driver not logged onto the Digital Network nor engaged in a Pre-arranged 

Ride; and 

(c) Within seven business days of receiving a Driver Certificate, the Driver shall disclose 

to the automobile insurance carrier, whose coverage applies to the Vehicle(s) used by the 

Driver to provide Services, that the Vehicle is used to provide Services. 

The Applicant is required to submit screenshots demonstrating how the insurance 

disclosures are conspicuously communicated to the Driver.3 

3 One form of acceptable compliance is surfacing of the disclosure to the Driver (and 

acknowledgment of receipt by the Driver) after the Driver has signed the Division background 

check consent and authorization form. 
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Article VI. VEHICLE REQUIREMENTS 

Section 6.01 Inspection, Registration, & Insurance 

All Transportation Network Vehicles (Vehicles) must maintain compliance with Massachusetts 

insurance requirements. Massachusetts-registered Vehicles must maintain compliance with the 

vehicle registration and inspection requirements of Massachusetts. Out-of-state registered 

Vehicles must maintain compliance with the vehicle registration and inspection requirements of 

the state in which the Vehicle is registered. 

Additionally, each Vehicle is required to have a secondary Massachusetts inspection, regardless 

of whether the vehicle is registered out-of-state. Drivers must obtain the secondary 

Massachusetts Vehicle inspection at their next annual emissions testing or within 12 months of 

obtaining an initial approval (positive suitability determination) by the Division. The Driver 

must keep this secondary Vehicle inspection certificate with them at all times while providing 

Transportation Network Services and is required to produce it to law enforcement upon request. 

A list of frequently asked questions from the Massachusetts Department of Transportation 

regarding the secondary Vehicle inspection is located at Appendix 1. 

Rules and regulations regarding the Vehicle registration and inspection requirements may be 

found at: 

❖ St. 2016, c. 187, § 3 

❖ G.L. c. 159A½, § 4(b)(ii) 

❖ 220 CMR 274.04; 220 CMR 274.08 

❖ 540 CMR 30 

The Applicant is responsible for ensuring that a Vehicle cannot provide a Ride without 

proof of compliance with these requirements. The Applicant must submit a proposed plan 

to ensure compliance. The plan must include a narrative that: 

1. Describes in detail the processes that it will rely on to ensure that each Vehicle is 

validly registered, inspected, and insured; 

2. Describes the documents that are proof of valid (a) state registration, (b) state 

inspection, (c) motor vehicle insurance, and (d) secondary Massachusetts Vehicle 

inspection; and 

3. Identifies any third parties with which the Company contracts or intends to contract 

to administer compliance with 220 CMR 274.04(1)(c) and specifies the nature of 

their roles and responsibilities. 
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Section 6.02 Trade Dress/Removable Decal 

The Applicant is required to issue its Drivers a removable decal or trade dress, which the Drivers 

must apply to the front and rear of their vehicles. The removable decal or trade dress must be 

reflective, illuminative or otherwise visible at night or in low-light environments. 

220 CMR 274.08(1). A permanent paper trade dress/removable is not acceptable. 

The purpose of the trade dress/removable decal is to (1) provide an added means of vehicle 

identify verification to riders and (2) notice to law enforcement and others on the road that a 

particular motor vehicle is engaged in Transportation Network Services. Order Adopting Final 

TNC Regulations, D.P.U. 17-81-A at 59 (Sept. 7, 2017). 

The Applicant must submit a copy of its proposed removable decal or trade dress for 

approval by the Division. 

Section 6.03 Commercial Tolls 

The Applicant is required to ensure that its Drivers pay commercial rates on a toll road, bridge, 

or tunnel. G.L. c. 159A½, § 2(j). 

The Applicant is required to submit its Ride data to the Massachusetts Department of 

Transportation. That the agency will cross-reference its toll data with the Ride data submitted by 

the Applicant in order to ensure payment of commercial tolls by Drivers are accurate. 

To ensure compliance, the Applicant may either enter into a Memorandum of Understanding 

with the Massachusetts Department of Transportation or require its Drivers obtain a commercial 

toll transponders. In either scenario, the Massachusetts Department of Transportation will 

upcharge the toll rate on the Driver’s account to the commercial toll rate (noted on statement as 

“rideshare commercial upcharge”). 

Further details on the Applicant’s obligations with respect to commercial tolls may be found on 

the EZDriveMA website (https://www.ezdrivema.com/rideshare), which is also found at 

Appendix 2. 

The Division will consult with the Massachusetts Department of Transportation to 

determine the most appropriate method of ensuring commercial toll payments. 
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Article VII. BACKGROUND CHECK REQUIREMENTS 

Section 7.01 Overview: Two-Part Background Check 

All Drivers must be in compliance with the Division’s suitability standard, which is found at 
220 CMR 274.21 (Suitability Standard) as well as G.L. c. 159A½, § 4. The suitability standard 

contains criminal offenses, driving violations, and other conditions. 

Each Driver must undergo a two-part background check. 220 CMR 274.06. The Applicant must 

conduct the first check, which is a nationwide background check. The Applicant must conduct 

this check on each Driver once every six months. 

After the initial and successful background check, the Applicant must electronically submit the 

Driver’s personal information to the Division for a state-run background check. The Division 

will notify the Applicant of whether the Driver is approved, denied, or suspended. 

Section 7.02 TNC Background Check 

The Applicant must have a background check provider accredited by the Professional 

Background Screening Association (https://thepbsa.org/accreditation/). 

At a minimum, the Applicant’s background check must include the following: 

(1) Multi-state criminal history database; 

(2) Multi-state motor vehicle driving history database; and 

(3) U.S. Department of Justice National Sex Offender public website search. 

The Applicant must submit a proposed plan for compliance with this requirement. At a 

minimum, this narrative must explain in detail: 

1. How the Applicant plans to ensure compliance with the Driver Background Check 

requirements of 220 CMR 274.06(2)(a), including identifying any third-party 

contractors the Applicant plans to use and the nature of their roles and 

responsibilities; and 

2. The types of checks (e.g., Federal Criminal Checks, National Criminal Database 

Checks, County Criminal Checks, etc.) that the Company’s background-check 

provider(s) will report to the Company in connection to 220 CMR 274.06(2)(a). 

To ascertain compliance with rules and regulations, the Division may inspect the Applicant’s 

contract with its background check provider(s) upon request. G.L. c. 159A½, § 8(a); 

220 CMR 274.17. The Division will determine whether the quality of the background check is 

consistent with public safety. G.L. c. 159A½, § 2(a). 

13 
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Section 7.03 Driver Background Check Consent & Authorization 

In order for the Division to conduct a background check, the Massachusetts Department of 

Criminal Justice Information Services requires the Applicant to conduct the following process: 

(1) Obtain consent and authorization from the Driver for the Division to conduct a 

background check; 

(2) Prepare to submit the Driver’s personally identifying information to the Division 

(specified in Section 7.04); and 

(3) Verify the Driver’s identity by 

(a) Comparing the Driver’s personally identifying information with their driver’s 

license; and 

(b) Comparing the driver’s license with an up-to-date facial image of the Driver. 

Each year, the Applicant is required to ensure that the Driver re-consents to the Division 

background check and affirms that the Driver’s personally identifying information that was 

submitted to the Division is current and accurate. If any information is different at all, the 

Applicant is required to submit a new application for the Driver to the Division. In particular, if 

the Driver’s name or date of birth is different, the Applicant is required to verify the Driver’s 

identity again. 803 CMR 2.09, 2.11. 

A Driver’s failure to re-consent to the Division background check or update their personal 

information shall result in the Applicant preventing the Driver from providing Transportation 

Network Services and notifying the Division of the Driver’s non-compliance. Such a Driver 

shall not provide Transportation Network Services until the Applicant submits a new application 

to the Division and the Division processes their application. 

The Applicant must submit a proposed plan for compliance with this process. 

The required Background Check Consent & Authorization Form that the Applicant must 

require every Driver to sign upon their initial enrollment and every year is located at 

Appendix 3. 

14 



  

     
 

              

 

 

 

      

    

    

     

    

    

   

        

     

        

     
 

           

           

 

           

     

    
 

 

             

 

 

            

 

 

Section 7.04 Driver Submission Process 

In order for the Division to conduct a background check the Applicant must electronically submit 

the Driver’s information either by (1) an Application Program Interface (API) connection, or (2) 

through a spreadsheet in CSV file format. The Division will provide the Applicant with 

guidance for the appropriate submission format. 

Required Driver information is as follows: 

❖ Legal first name; 

❖ Legal last name; 

❖ Former name(s) (if known); 

❖ Driver’s license number; 

❖ Driver’s license state; 

❖ Date of birth; 

❖ Last six digits of social security number; 

❖ Electronic mail address; and 

❖ Date of background check consent & authorization. 

Section 7.05 Division Background Check 

At a minimum, the Division processes a Driver’s personally identifying information through 

databases at the Department of Criminal Justice Information Services, Sex Offender Registry, 

Warrant Management System, and Registry of Motor Vehicles. The Division examines other 

databases and sources of information as well. 

Generally, the Division will communicate background-check results (i.e., suitability decisions) to 

the Applicant within 72 hours. 

Section 7.06 Suitability Notifications 

The Division will communicate suitability decisions (approval, denial, suspension) to the 

Applicant and Driver electronically. The Division does not inform the Applicant of the specific 

reason for a negative suitability determination, only that the Driver was approved, denied, or 

suspended. 

The Applicant is required to promptly prohibit a Driver from providing Transportation Network 

Services upon receipt of a negative suitability decision and under no circumstances over 

12 hours. 
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Article VIII. CERTIFICATES FOR DRIVERS 

Section 8.01 Background Check Clearance Certificate 

A Background Check Clearance Certificate (Clearance Certificate) is issued by the Division to 

the Applicant and Driver. G.L. 159A½, § 1.4 A Driver cannot provide Transportation Network 

Services without a valid Clearance Certificate. A Driver’s failure to produce a Clearance 

Certificate upon request by law enforcement is a $100 fine for the 1st offense, $500 fine for the 

2nd offense, and not more than a $1,000 fine for a third or subsequent offense. G.L. c. 159A½, 

§ 7(d). 

Section 8.02 Transportation Network Driver Certificate 

The Applicant must issue a Transportation Network Driver Certificate (Driver Certificate) to a 

Driver in order to provide Transportation Network Services. 220 CMR 274.05. A 

Driver Certificate is not valid unless the Applicant confirms that the following are true: 

(a) Driver has an approved Clearance Certificate; 

(b) Driver’s vehicle is in compliance with Transportation Network Vehicle inspection 

requirements; and 

(c) Driver has required automobile insurance. 

The Driver Certificate must include: 

(a) Driver’s legal name; 

(b) An up-to-date facial image of the Driver; 

(c) The license plate number of the Transportation Network Vehicle in use; 

(d) A statement or recognizable logo to identify that the Applicant issued the 

Driver Certificate; and 

(e) A statement that the Driver successfully completed the two-part background check as 

required by the Massachusetts Department of Public Utilities. 

The Applicant must submit a copy of its proposed Driver Certificate to the Division for 

review and approval. 

4 A copy of a Clearance Certificate is appended to this Permit Application at Appendix 4. 
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Article IX. REPORTING REQUIREMENTS 

Section 9.01 Weekly 

Weekly, the Applicant is required to submit a list of Drivers that it has permanently prevented 

from providing Rides due to reasons of public safety. The details of this requirement are 

outlined in An Order Clarifying Suitability Notice Requirements for Transportation Network 

Companies (June 2, 2021), which is included in this Permit Application form at Appendix 5. 

Section 9.02 Monthly 

(a) Driver Roster Sync 

Monthly, the Division will examine the Applicant’s Driver roster to ensure that both the Division 

and the Applicant have an accurate and current Driver roster. G.L. c. 159A½, § 3(c)(vii). This 

requires the Applicant to extract the Driver roster information from its system, along with the 

current Driver status (e.g., approved, denied, deactivated, active), and transmit that information 

to the Division via an excel spreadsheet. The Division and Applicant will meet monthly to 

review this information. If there are any discrepancies between the Applicant’s and Division’s 

Driver roster information, the Division may require the Applicant to, at minimum, resubmit 

Driver information. 

(b) Complaint Reporting 

Monthly, the Applicant is required to submit to the Division a detailed, numerical accounting of 

the number of Driver and Rider complaints that the Applicant has received for the previous 

month, from whatever source and by whatever means, and an accounting of the actions that the 

Applicant has taken to resolve the complaints. 220 CMR 274.12(3). 

The Applicant must have the following, easily accessible methods by which a consumer can 

submit a complaint: (1) Phone Number; (2) Email Address; and (3) Online Webpage. 

G.L. c. 159A½, § 3(c)(viii); 220 CMR 274.03(2)(d). 

➢ [Insert Phone Number] 

➢ [Insert Email Address] 

➢ [Insert Webpage] 

The Applicant is required to submit screenshots that depict how and where a consumer 

may access these methods of registering a complaint. 

Section 9.03 Quarterly 

Quarterly, the Division will audit the Applicant’s Driver certification and background check 

processes. G.L. c. 159A½, § 4(f); 220 CMR 274.13(3). The Division will identify a random 

sample of Drivers to audit. The Division will, among other actions, issue an engagement letter, a 

request for records, a request for a preliminary meeting, a request for audit interviews, and a 

17 



  

              

  

   
 

                 

  

       

       

            

     

                

   

   
 

              

   

     

      

     

            

    

    

    

       

       

      

        

          

               

   

request for remedial action plans. The Applicant is required to respond to the Division’s record 

requests within 10 business days. 220 CMR 274.12(4). 

Section 9.04 Annually 

By February 1st of each year, the Applicant is required to submit to the Division the number of 

Rides for the previous calendar year, which shall include: 

• City or town where each Ride originated; 

• City or town where each Ride ended; 

• Aggregated and anonymized trip route and length (miles and minutes); and 

• Location of vehicle accidents. 

The Division will provide the Applicant with a format by which to submit the Ride data. 

220 CMR 274.12(2). 

Section 9.05 Ad-Hoc 

Frequently, the Division will direct the Applicant to provide information in order to review a 

Driver’s suitability, such as for a suitability review hearing. This information may include: 

❖ Criminal background check records; 

❖ Motor vehicle background check records; 

❖ Rider complaints and compliments; 

❖ Information on whether the Applicant has ever suspended the Driver, including: 

• Reason(s) for suspension; 

• Date(s) of suspension; 

• Length(s) of suspension; 

❖ Correspondence between the Applicant and Driver; 

❖ Correspondence between the Applicant and Rider; 

❖ Vehicle(s) associated with the Driver; 

❖ Vehicle registration, inspection, and insurance documents; and 

❖ Driver license(s) submitted to the Applicant by the Driver. 

The Applicant is required to respond to the Division’s record requests within 10 business days. 

220 CMR 274.12(4). 
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Article X. PAYMENT OBLIGATIONS 

Section 10.01 Per-Ride Assessment 

By February 1st of each year, the Applicant must remit to the Division a payment of $0.20 for 

each Ride that originated within the Commonwealth of Massachusetts. St. 2016, c. 187, § 8. 

The Division will provide the Applicant with information on how to remit the required payment 

to the Division. 

Section 10.02 Surcharge 

By March 31st of each year, the Applicant must submit to the Division its intrastate operating 

revenues for purposes of establishing a surcharge payment to fund the Division’s operating 

activities. G.L. c. 25, § 23(b). If the Applicant does not submit its intrastate operating revenues, 

the Division may estimate them. 

The Division will issue a surcharge order and the Applicant is required to remit the surcharge 

payment to the Division within 30 days of notice. 

Article XI. RATES 

Section 11.01 Rate Structure 

The Applicant is required to provide Riders with a clear and conspicuous explanation of the total 

cost and pricing structure for its Rides. G.L. c. 159A½, § 2(d). 

The Applicant must submit a copy of its price structure for Rides, including whether that 

structure differs based on geographic location. 

Section 11.02 Waybill 

The Applicant must submit screenshots/photographs of its sample waybill for both Riders 

and Drivers. 

Section 11.03 Surge Pricing 

The Applicant shall not raise base fares, impose additional charges or otherwise increase the 

price that a Rider is charged for Transportation Network Services, including by imposing surge 

pricing or other formulas based on increased demand, during a federal or a governor-declared 

state of emergency. G.L. c. 159A½, § 2(e). 

In the event of a state of emergency, the Division will issue notice to inform the Applicant of this 

requirement. 
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Article XII. RIDER ACCESSIBILITY 

The Applicant must ensure the non-discrimination of Riders with disabilities and special needs, 

including Riders requiring accommodation of service animals and wheelchairs. G.L. c. 159A½, 

§ 3(c)(vi). 

The Applicant must submit a policy to the Division outlining its proposed compliance with this 

requirement, including: 

1. Ensuring adequate availability of wheelchair-accessible vehicles (WAVs) in all areas served 

by the Applicant; 

2. That the Digital Network and complaint reporting process is accessible to Riders with special 

needs, including those with visual impairments; and 

3. Any Driver training or documentation provided to Drivers regarding the provision of 

services to Riders with disabilities and special needs. 

Article XIII. HOURS OF SERVICES 

A Driver is not permitted to provide Transportation Network Services for more than 12 

consecutive hours. If a Driver provides Transportation Network Services for 12 hours within a 

24-hour period, the Applicant must ensure that the Driver is logged out of its Digital Network for 

at least 8 consecutive hours. 220 CMR 274.07. 

The Applicant must submit a policy to the Division outlining its proposed compliance with 

this requirement. 

Article XIV. WRITTEN INFORMATION SECURITY POLICY 

(WISP) 

The Applicant certifies that it has a Written Information Security Policy (WISP) in 

accordance with G.L. c. 93H and 201 CMR 17.00: Standards for the Protection of 

Personal Information of Residents of the Commonwealth 

The Division may inspect the Applicant’s WISP to determine whether it meets statutory and 

regulatory requirements. G.L. c. 159A½, § 8(a). 

A WISP checklist is found at Appendix 6. 

A model WISP is found at Appendix 7. 
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Article XV. LOGAN AIRPORT 

The Applicant must enter into an agreement with the Massachusetts Port Authority in order to 

operate at Logan Airport. St. 2016, c. 187, § 11. 

A list of frequently asked questions regarding TNC operations at Logan Airport is found at 

Appendix 8. The following website contains more information regarding the Applicant’s 

operations at Logan Airport: 

http://www.massport.com/logan-airport/to-from-logan/transportation-options/ride-app-tnc/ 

The Division will consult with the Massachusetts Port Authority to determine the most 

appropriate means by which the Applicant may be approved to provide Transportation 

Network Services at Logan Airport. 

Article XVI. STATE & MUNICIPAL REGULATION OF 

TRAFFIC 

Municipalities, as well as local and state entities, may regulate traffic flow and traffic patterns 

relative to the Applicant’s Transportation Network Services in order to ensure public safety and 

convenience. G.L. c. 159A½, § 10. Generally, this involves the regulation of the Applicant’s 

pick-up and drop-off locations. 
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Article XVII. REGULATORY AUTHORITY 

➢ Identify any jurisdiction where the Applicant is authorized to operate. 

➢ Identify any jurisdiction where the Applicant’s authority to operate has been suspended 

or revoked. 

➢ Include the reason(s) and length(s) for suspension(s) or revocation(s) 

➢ Identify whether the Applicant has any pending regulatory violation/enforcement actions 

➢ Describe in detail: 
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Appendix 3 

BACKGROUND CHECK CONSENT & AUTHORIZATION 

As a prospective or current Transportation Network Driver, I understand that the Department 

of Public Utilities’ Division of Transportation Network Companies (“Division”) shall review 

Criminal Offender Record Information, Sex Offender Registry Information, and Registry of 

Motor Vehicles driving record information (“Background Information”) from the Department 

of Criminal Justice Information Services for the purpose of evaluating whether I am suitable to 

perform Transportation Network Services (“Suitability Review”). I hereby acknowledge that 

the Division is authorized to review Background Information and provide permission to [Insert 

Company Name] (the "Company") to submit my information to the Division for the purpose of 

performing this Suitability Review [and for the purposes of testing the Suitability Review 

system]. 

This authorization is valid for one year from the date of my signature or until the conclusion 

of my affiliation with the Company, whichever comes first. I understand that the Division 

may perform a Suitability Review multiple times during this period of time. 

I may withdraw this authorization at any time by providing the Company and the Division 

with written notice of my intent to withdraw my consent. By withdrawing my consent, or if 

my Suitability Review Consent and Authorization form is not renewed after this one-year 

period, I understand that (1) the Division may make an adverse decision on my Background 

Check Clearance Certificate, including suspending or revoking my Background Check 

Clearance Certificate, and (2) the Company may make an adverse decision on my suitability 

to perform Transportation Network Services, including suspending or revoking my 

Background Check Clearance Certificate. 

By clicking “Yes, I agree” I provide my consent to [Insert Company Name] to submit my 

information to the Division, and I consent to the Division’s use of this information to perform 

a Suitability Review [and for the purposes of testing the Suitability Review system]. I affirm 

that the information I have provided to conduct a Suitability Review is true and accurate. 
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