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In the Year One Thousand Nine Hundred and Eighty-Two.

The Special Committee of the House of Representatives to Study
the Operations and Administration of the Registry of Motor Vehicles
was established by an order (H-7110) adopted by the House on July 30,
1981.

The Committee was empowered to study a variety of Registry
functions with the view to improving the administration and operation
of the Registry of Motor Vehicles, and the safety and convenience of
the public. Representatives Dennis J. Duffin, Chairman, Nicholas J.
Buglione, Angelo Marotta, Joseph N. Hermann, Frank J. Matrango,
William D. Mullins, Robert J. Rohan, Joseph M. Navin, William E.
Moriarty, Walter A. DeFilippi and Haden G. Greenhalgh were ap-
pointed by the Speaker of the House to serve as members of the Special
Committee.

Since the Committee was directed to complete its study by March
31, 1982, and was to undertake its activities without funding or staff,
the Committee felt it important to define the parameters of its study
within which it could successfully develop recommendations helpful to
the improvement of the administration and operation of the Registry.

The Committee determined to focus its attention upon those areas of
Registry activity which the Committee believes can be improved within
a short framework of time, at minimum expense and without major
manpower increases. All of which can be accomplished within the
current managerial structure of the Registry and which can improve
the effectiveness and service of the Registry. Moreover, the Committee
believes its recommendations to be consistent with and complemen-
tary to current budgetary restraints.

In the course of its study, the Committee visited the Registry’s
Boston operations at Nashua Street, Causeway Street and North
Washington Street. Committee members also observed activities at a
majority of the branch locations throughout the Commonwealth.
Several meetings were held with officials of the Registry of Motor
Vehicles and the Executive Office of Public Safety.

The committee conducted a public hearing on Registry operations at
the State H ouse on November 2, 1981, when testimony from legislators
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and the public was heard. Members of the Committee visited the
Enfield office of the Connecticut Department of Motor Vehicles and
travelled to Lowell to observe a systems program developed for the
New Mexico Registry of Motor Vehicles by a Massachusetts industry.
The Committee also received written information from a number of
State Motor Vehicle Departments.

Based upon these activities and studies, the Committee makes the
following recommendations:
I. IMPROVEMENT TO THE REGISTRY OF MOTOR VEHI-
CLES COMMUNICATIONS NETWORK AND INFORMATION
PROCESSING SYSTEM.

At the present time, information flows between Registry Branch
Offices and the Main Office in Boston through the use of a teletype
machine which is connected to the computer at 100 Nashua Street by
means of a telephone line. There are up to four branches on the same
line which puts each office in the position of competing against the
others for use of the line. These machines are of such ancient vintage
(The technical era of Word War II) that maintenance and support are
extremely difficult. In addition, the machines are exceedingly slow,
error-prone and subject to breakdown because of their age. Their
capability is limited to “send and receive” in the most basic manner.
The operator at a branch office can send a message to the computer
and ask for license or registration information and will receive an
answer to exactly what was requested. However, the branch operator is
unable to make any changes, correct any mistakes or order any infor-
mation into the files.

Information is entered into the computer only after the extremely
lengthy, cumbersome and inefficient process of batching all paperwork
in the branch office, sending the material to the main office in Boston
where it must be audited, sorted, keypunched, transferred to tape and
finally sent to the computer where the information is entered.

As a substantial improvement to the current obsolete communica-
tions network, the Registry of Motor Vehicles has recommended the
use of computer terminals (Often called CRT’s) in the branch offices.
This would enable each branch to send and receive data over telephone
lines at infinitely faster speeds than is presently possible, and would
eliminate the delays that are inherent to the current antiquated system.
This change alone would speed-up the lines of customers at the counter
at a much improved rate.
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In addition, the Registry’s recommendation includes placing license
transactions “on line” with the computer which would immediately
update license information in the computer and print, when necessary,
the customer’s license form at the branch office through the use of an
impact printer connected to the Communications system.

The Committee has inspected a similar system now in use at branch
offices of the Connecticut Department of Motor Vehicles and recog-
nizes that an up-to-date system would be a vast improvement in
Massachusetts.

There are, of course, a number of alternatives to the system de-
scribed in this report, and there are a variety of programs now in use, or
planned, in other state registry departments. The essence of the Com-
mittee’s recommendation is a strong agreement with the Registry that
its antiquated teletype system be replaced with on-line system that has
the capability of being expanded within the constraints imposed by
logic, reason and availability of funds.

If the Registry is to properly carry out its function and provide
convenient and efficient service to the public it must make use ofsuch a
system as quickly as is humanly possible.
2. ELIMINATE UNBALANCED WORK LOADS CAUSED BY
ANNUAL END-OF-YEAR REGISTRATION RENEWALS.

Based upon information provided by the Registry, approximately
730.000 registrations expire at the end of December each year. Com-
pare this to the fact that in odd-numbered years, some 80,000 to
100.000“staggered” registrations are processed each month from Jan-

uary through October, and in even-numbered years, some 30,000 to
40.000 “staggered” registrations are processed from January through
October, on a monthly basis.

These annual end-of-year registrations include a variety of special
plates, such as “vanity plates” and “M.D.” plates. However, the major-
ity of registrations are for commercial vehicles (trucks, trailers, etc.).

The need to accommodate this huge volume of registration renewals
at the end of the year creates an unusually distorted workload and
forces the Registry to develop special strategies to deal with the prob-
lem.

The Committee believes that some of the special plate categories
could be placed on a staggered “every two year” renewal basis. Other
categories such as commercial plates, which may not be easily accommo-
dated on this basis, could be renewed yearly but not necessarily at the
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end of the year. It must be noted that the state of California has
developed a pilot program for registering large commercial fleets
through a “permanent” registration process. It also makes use of the
development of computer print-outs as the basis for continuing regis-
tration of the vehicles.

The elimination of these end-of-the-year renewal log-jams will great-
lyassist the Registry in routinely and efficiently processing registration
plate renewals and eliminate the severe workload and service problems
that plague the Registry each December.
3. ELIMINATION OF UNNECESSARY OR DUPLICATIVE
FORMS.

When a member of the Committee requested copies of forms now
used by the Registry to carry on its business, he was deluged by the
receipt of more than 300 different, individual forms. Some of those
forms appear to have been designed decades ago. Afterreviewing those
forms, the Committee recommends that the Registry undertake the
updating and consolidation of its numerous forms and unnecessary
papers.
4. INSTITUTION OF “ONE-STOP” SERVICE IN EACH REGIS-
TRY BRANCH OFFICE.

In its review of Branch Office operations, the Committee found that
a major source of customer dissatisfaction was the fact thatcustomers
must, at many Registry locations, pass through one line for processing
of their forms and applications and then must proceed to another
service line for payment of the appropriate fee.

In many other states, Registry offices have adopted a “one stop”
service approach which accomplishes all of the customer’s needs in one
transaction. The Massachusetts Registry is attempting this process on
a trial basis at certain locations, but the Committee is convinced thata
“one stop” procedure should be placed in general use at branch offices
as soon as possible. Some personnel training and reclassification will
be necessaryfor full implementation of this approach. The efficiency of
this “one stop” process would be greatly enhancedby the installation of
the modern communications network, which was previousl recom-
mended by this Committee.
5. MECHANIZE THE REGISTRY’S CASH SYSTEM.

Currently, the Registry handles financial transactions at its Branch
offices by employing the use of cash drawers, so-called“Bates Stamps”
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to identify transactions and a manual end-of-day tally and audit to
balance cash and transactions. The Committee believes this process to
be inconsistent with up-to-date standard business procedures for re-
cording and handling cash transactions.

The Committee is aware of the fact that the Department of Revenue
has purchased 49 electronic cash registers for use by the Registry of
Motor Vehicles. These registers are computerized, allowing themto be
used to record transactions involving registrations, drivers’licenses and
all manner of Registry cash activity as well as sales tax transactions. A
training program was included in the purchase as well as a one-year
service contract.

At this time, a small number of the cash registers are in use in
Registry offices in Boston and Watertown. We believe that the Regis-
try should install the remaining machines as soon as possible in high
volume Branch offices and use them in conjunction with “one-stop”
service. A decision should then be made either to purchase additional
machines for general use throughout the Branch system or move
forward with a program tied to an “on-line” communications informa-
tion processing system. In any case, the Registry must maintain a cash
handling system based upon “state of the art” equipment to reduce
errors and provide a clear audit trail.
6. ESTABLISHMENT OF CONVENIENT REGISTRY BRANCH
OFFICE HOURS.

Registry branches currently maintain a schedule of office openings
more to the benefit of the Registry than the convenience of the public it
serves. Generally, full time offices are open weekly from 8:45 A.M. to
5:00 P.M. Monday through Friday. During its study of Connecticut
branch operations, the Committee noted their schedule ofactivity was
8:30 A.M. to 4:30 P.M. on Tuesday, Wednesday and Friday. On
Thursday, offices are open from 8:30 A.M. to 7:30 P.M. and on
Saturday from 8:30 A.M. to 12:30 P.M. It is clear that a schedule can
be constructed which retains the traditional number of work hours
while at the same time providing greater convenience to the public.

The Committee recommends the Registry provide Branch office
schedules similar to the Connecticut model.
7. ESTABLISH SCHOOL BUS RE-INSPECTION FEES.

By Massachusetts law, school buses must be inspected 5 times each
year by uniformed personnel of the Registry and must also undergo
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regular Spring and Fall inspections at licensed Stations. Registry
inspections occur in August to September 15th, and in November,
January, March and May. School buses failing to pass any of the 5
Registry inspections must undergo a re-inspection until they are ap-
proved for transportation of school pupils. The 5 statutory Registry
inspections and any necessary subsequent re-inspections are per-
formed without fee by Registry personnel. Since this important service
requires an estimated $350,000 to $400,000 expenditure by the Com-
monwealth, and consumes a substantial amount of time of the various
uniformed Registry personnel, the Committee believes thata fee of not
less than $lO.OO be charged for re-inspection of buses which do not
initially pass any one or more of the 5 statutory inspections. This cost
would encourage school bus operators to meet inspection standards
prior to inspection and would free inspectors for other duties in lieu of
re-inspections.
8. ESTABLISH SENSIBLE LIMITATIONS ON THE STORAGE
OF RECORDS.

Record-keeping is an important element of the Registry function.
Considerable space is given over to the storage of the mountains of
paperwork in the possession of the Registry. Although current law
permits certain records to be destroyed after fixed periods of time, and
other records may be destroyed or removed from the custody of the
Commonwealth with the approval of the Records Conservation
Board, the Committee is of the opinion that the Registry does not
maintain an on-going program to promptly identify and destroy all
those records whose maintenance is no longer required by law or
proper business practice.

The Committee recommends that the Registry identify and elimi-
nate unnecessaryrecords, through its own initiative when possible, and
seek statutory changes or approval of the Records Conservation Board
where necessary.
9. RE-ESTABLISH METHODS AND PROCEDURES UNIT IN
THE REGISTY.

The Governor’s Management Task Force, during its study of the
Registry, proposed the establishment of a Methods and Procedures
unit in the Registry. The task force stated “The Registry does not have
a co-ordinated program to develop and control either its manual or
automated systems and procedures. The result is fragmented work-
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flows and inefficient operations, as well as some functional redundan-
cy. Therefore, a permanent staff of three should be established as a
Methods and Procedures Unit for the Registry.”

This recommendation received compliance and a three person unit
was established in January of 1980. During the July-August, 1981
period of Registry layoffs and work force readjustment, the unit was
disbanded.

The Committee strongly concurs with the view that the Registry
needs to better develop and control its procedures and recommends the
re-establishment of the Methods and Procedures Unit.
10. DEVELOP NEW METHODS FOR PROCESSING OF MO-
TOR VEHICLE TITLES.

The Committee, in the course of its study, received information
stating that approximately 90 to 100 employees are required by the
Title Division to process titles in a timely manner to ensure that
nothing greater than a two-week backlog would occur. At the present
time, the Division has approximately 40 employees directly engaged in
the process. Periodically, lengthy delays occur, which not only adverse-
ly affect the production of the customers’ title (original or duplicate),
but further delay the development of information for the computer file.
With the exception of an automatic title-numbering device, and the
machinery used to print the title, the current title production process is
extremely labor intensive, manually performed and out-of-step with
up-to-date paper processing techniques.

The Committee believes it to be unrealistic to expect a return to
employee levels in the Title Division necessary to process titles in a
timely manner under existing systems. The Committee further believes
that procedures should be developed to better integrate the title pro-
cess with the Registry’s computer dataprocessing systems. Inaddition,
the Committee recommends that the previous $3.00 fee for production
of duplicate titles be restored.
11. ESTABLISH A LEGISLATIVE COMMISSION TO REVIEW
COMPLIANCE WITH THESE RECOMMENDATIONS AND
UNDERTAKE FURTHER STUDIES.

As noted earlier, the Special Committee’s study of the Registry was,
of necessity, restricted to those areas the Committee could evaluate
and make positive recommendations, due to a lack of staff, funding
and time. Add to this the fact that the Committee was not a joint
House-Senate Commission.
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The Committee believes that several important areas of concern
remain to be studied by the Legislature. These include: the ability of the
Registry, given current budget restraints, to deal with such problems as
out-of-state registrations by Massachusetts citizens; the abuse of “Re-
pair” and “Owner Repair” plates plus other alleged violations of the
General Laws regarding the place of principal garaging and registra-
tion require further review, particularly in light of the substantial sums
of money that may be lost to the cities and towns and the Common-
wealth Highway Fund; also, the future role of the uniformed branch of
the Registry should be defined as a matter of policy, rather than have it
evolve haphazardly through annual budget decisons; another impor-
tant and highly complex issue arises from the Registry’s central office
data collection computer operation and its relationship to the compu-
ter operations of the Office of Public Safety.

These concerns require further study and decision-making. The
Committee recommends the establishment of a Joint Legislative Com-
mission made up of members of the House and Senate to carry on this
work.

Committee members taking part in this report are;

REP. Dennis J. Duffin (D-Lenox) Chairman
REP. Nicholas J. Buglione (D-Methuen)
REP. Angelo Marotta (D-Medford)
REP. Joseph N. Hermann (D-North Andover)
REP. Frank J. Matrango (D-North Adams)
REP. William D. Mullins (D-Ludlow)
REP. Robert J. Rohan (D-Holyoke)
REP. Joseph M. Navin (D-Marlborough)
REP. William E. Moriatry (D-Ware)
REP. Walter A. DeFilippi (R-West Springfield)
REP. Haden G. Greenhalgh (R-Harwich)
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