
 

Massachusetts Bay Transportation Authority 

Ten Park Plaza, Boston, MA 02116 

www.mbta.com/theride   Customer Notice 1   

 

 

 

Important Changes for RIDE Customers 
 
This correspondence is to advise our valued customers of important changes to 

The RIDE program. In the summer of 2020, the RIDE implemented a new 

software system in an attempt to improve scheduling efficiencies, introduce new 

website features, and provide customers with real-time trip updates. Over the past 

year, we have listened to your feedback and concerns. We acknowledge the poor 

service you have experienced when using The RIDE and we sincerely apologize 

for any delays in service or issues you may have experienced as a result of this 

effort. 

 

In the coming weeks, to improve operations and ensure reliable service for our 

RIDE customers, the MBTA will transition back from Routematch/Uber to the 

previous software system called ADEPT. Our commitment to providing reliable 

and timely service to our customers remains our primary focus.  

 

Here are a few highlights of what will remain the same and what will be changing 

in the coming weeks. More detail will be available in future communications. 

 

• NO CHANGES TO RIDE SERVICE COMMITMENTS, FARES, 
RIDE FLEX and ELIGIBILITY  
The RIDE program will continue to maintain the same service 
commitments, policies, and fare deposit processes for servicing customers. 
Additionally, there will be no changes in how the RIDE Flex operates or to 
your RIDE eligibility. 

 

• CHANGES TO TRIP NOTIFICATIONS CALLS 
As a result of this transition, the RIDE will revert back to the previous 
practice of only two notifications calls for upcoming trips. As a reminder you 
will receive the following calls for each trip: 

o Night Before Call: Provides you a scheduled pickup time for your 
trip the following day. Please be prepared for your vehicle to arrive 
anytime between 5 minutes before to 15 minutes after your 
scheduled pickup time. 



 
 

o Arrival Notification Call: Lets you know your vehicle is approaching 
and that you should prepare for a pickup.  

 

• A DIFFERENT BOOKING WEBSITE 
For customers who have been using the optional trip booking website, the 
MBTA will revert back to the ADEPT booking website. This website 
provides customers with the ability to book trips online, view upcoming trips 
and cancel scheduled trips. Customers can still make reservations and 
receive real-time updates about their trips by calling TRAC (844-427-7433). 

 

• IMPROVED OPERATIONS AND SERVICE QUALITY 
Most importantly, this software transition will allow The RIDE to provide 
customers with better quality service and consistent operations. 

 
We sincerely appreciate your continued patience and recognize this is another 
significant change. We strive to provide each customer with the best quality 
public transportation daily and take pride on our delivery to all customers. We are 
confident this will allow us to best ensure reliable operations and safe service for 
our customers.  
 
Please be on the lookout for additional updates with more details in the coming 
weeks. For the most up to date information on this transition and how The RIDE 
operates; including information on RIDE Flex, eligibility, fares, etc. please visit 
our website at mbta.com/theride. 

 
To request this information in alternative formats (Braille, audio, electronic) or other languages, please 
call 1-800-392-6100 or 617-222-5146 TTY. 
 
Para solicitar esta información en formatos alternativos (Braille, audio, electrónico) u otros idiomas, 
llame al 1-800-392-6100 or 617-222-5146 TTY. 
 
Para solicitar esta informação em formatos alternativos (Braille, áudio, eletrônicos) ou outras línguas, 
ligue para 1-800-392-6100 or 617-222-5146 TTY. 
 

要以其他格式（盲文，音频，电子）或其他语言请求这些信息，请致电 1-800-392-6100 or 617-222-

5146 TTY。 

 

要以其他格式（盲文，音頻，電子）或其他語言請求這些信息，請致電 1-800-392-6100 or 617-222-

5146 TTY。 

 

Чтобы запросить эту информацию в альтернативных форматах (шрифт Брайля, аудио, 
электронный) или на других языках, позвоните по телефону’ 1-800-392-6100 or 617-222-5146 

TTY. 
 
Pou mande enfòmasyon sa yo nan fòm altènatif (bray, odyo, elektwonik) oswa lòt lang, tanpri rele 1-
800-392-6100 or 617-222-5146 TTY. 


