Customer Web Portal Frequently
Asked Questions (FAQ)
Updated – 10-07-2020
1. What is the web portal?
The RIDE's new web portal is a convenient way to book, cancel and track your
journey in real time online at www.mbta.com/booktheride. You can also view
your journey booking status and view your account balance and journey history
after August 15, 2020.

2. How do I get to the new web portal?
The new web portal is now available at www.mbta.com/booktheride. If you used
the old RIDE web portal, you will automatically be redirected to the new portal. If
you have the old web portal link saved on your "favorites", please remember to
delete and replace with the new link.

3. What if I use the current web portal, do I need to re-register?
Yes. If you used the old web portal, you will need to re-register and create a new
account. The old web portal will be deactivated.
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4. How do I register and what information do I need to register?
Go to mbta.com/booktheride, then click Sign Up to create your new account. You
will need to provide your RIDE ID number, your birth year (YYYY) and email
address in addition to setting up a new password to create an account.
NOTE: You cannot have an email associated with more than one RIDE
account. To update your RIDE information, contact TREC.

Once you complete the registration page, you will then have a registration
confirmation on your screen. This will notify you that an email will be sent to you
with an activation link for you to verify your account.
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You should receive a confirmation email after verifying your account. You must
click on “Confirm E-mail Address” to verify your account.
NOTE: If you have not verified your account in a timely manner, you
will receive another verification link upon log in.

5. What if I did not receive an email after registering my account?
Please check your email’s junk folder for the verification email. If the verification
email is not in your junk folder, please re-register your account and double-check
your email entry for possible typos. If the issue persists, please call MBTA
customer support at 617-222-3200 (TTY 617-222-5146).

6. Once I have registered, how do I start using the web portal?
You can access the web portal by navigating to www.mbta.com/booktheride and
logging in by entering your registered username and password.
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Once logged in, there is a menu bar that displays icons for the following sections
of the portal:
•

My Journeys – Displays your upcoming and past journeys and allows you
to book new journeys.
• My Account – Displays account details and allows you to reset your
password.
• My Payments – Displays your account balance and activity.
• About – Displays information about MBTA, Fare Policy, Terms &
Conditions and Privacy Policy.
• Contact Us – Contact numbers for emergencies, questions, and journey
information.
• Logout – Click here to log out of your account.
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7. How do you book a journey?
You can book a single journey or a round trip journey by following the below steps:
1. Go to mbta.com/booktheride and select Book a Journey from the menu.
2. From the menu or top left of the My Journeys screen, click Book New Journey.
3. Depending on the type of journey you need to book, click either One-Way or
Round Trip.

4. Fill out your journey details into the following fields:
•

Location you are departing from.

•

Location you are traveling to.

•

Day of Departure.

•

Requested Pick Up Time or Drop Off Time.
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NOTE: If you select ‘Round Trip’, you will need to specify both the
outbound journey time and the return journey time. In the ‘Time Is
Chosen For’ field, you will need to specify if you are booking the PickUp Time or Drop Off Time. The addresses listed are your most
frequently visited addresses and will be updated as you take more
journeys. You can search for additional addresses by typing in the
address and choosing from the search results. If the address for your
journey is not listed you will need to call TRAC at 844-427-7433 to
book your journey over the phone.
5. If applicable, select the mobility type for your PCA or your guest.
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NOTE: You can add one PCA and one guest as space allows.
6. Confirm your Pickup and Dropoff locations and times are correct. Click Book
Journey to submit the journey and to receive a journey confirmation on your
screen.

8. Why do I have addresses already listed when I go to book a journey?
The addresses listed are your most frequently visited addresses and will be updated
as you take more journeys. You can search for additional addresses by typing in the
address and choosing from the search results. If you are attempting to book a
journey and do not have the address for your journey listed you will need to call
TRAC at 844-427-7433 to book your journey over the phone.

9. I want to book a Round Trip. How do I specify which journey leg is
more time-sensitive?
If you select Round Trip, you will need to specify both the outbound journey time
and the return journey time. In the ‘Time Is Chosen For’ field, you will need to
specify if you are booking the Pickup Time or Drop-Off Time.
For two examples, if you need to arrive at an appointment at a certain time, you
will select the Drop-Off timing preference so that you arrive at your appointment
on time. If you need to leave a location at a certain time, you will select the Pickup
timing preference so that your ride arrives within a certain time window.
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10. How do I cancel a journey?
From the main menu, select My Journeys. Click the journey you want to cancel.
Click Cancel Journey, then click Cancel Journey to confirm. The status on the
screen will change to Canceled.

11. Can I change a journey?
You cannot make changes to a journey on the web portal. Instead, you will need to
cancel the original journey, then rebook it as a new journey. You can also call The
RIDE Access Center (TRAC) to change your journey at 844-427-7433.

12. Can I book a journey for tomorrow?
Yes. You can book your journey for tomorrow before 5 p.m. eastern time. You
cannot book for same-day travel.

13. What happens if I want to cancel one leg of a round trip or my entire
round trip?
You can easily cancel each leg of the journey separately. To cancel a round trip,
you need to cancel both pick up and drop off legs of your journey separately.

8

14. How can I view the status of my journey?

From the main menu, click My Journeys and select the journey.
The following are examples of journey statuses that exist on the Journey Details
page.
Journey Status

Summary

Approved

Your journey has been booked and is
awaiting your confirmed departure
time.

Assigned

Your journey is confirmed, and your
Pickup window is now available.

On the Way

You are the next journey on the
driver's route and your driver is
currently on the way to your pickup
location.

In Progress

Your journey is in progress and you
are on board the vehicle.
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Web Portal Icon

Completed

Your journey has been completed.

Canceled

Your journey has been canceled.

No Show

Your journey has been canceled after
a driver was at your pickup location
for 5 minutes, during the pickup
window, and attempts to contact you
were unsuccessful.

Arrived

Your driver has arrived at your
pickup location. Please meet your
driver at the building door.

15. How do I view my journey details?
You can view Journey Details by selecting a specific journey under the My
Journeys section from the main menu.
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16. I am waiting for my next journey. How do I find where my vehicle is
right now?
You can view the map for your next journey by going to the main menu and
selecting Next Journey. Scroll down to the Map View to view your estimated time
of arrival and the location of your vehicle. Please note that the map view and an
updated ETA will only be available within one hour of a pickup.

17. How do I view all my journeys?
Journeys that have been booked as of August 15, 2020 can be accessed from My
Journeys on the main menu. You can view upcoming journeys within the
Upcoming journeys section. You can view previously completed journeys as of

11

August 15, 2020 within the Past journeys section. If you need to view any journeys
that happened before the launch of the new booking website on August 15, 2020,
please call TRAC at 844-427-7433.

18. What happens if I forget my password?
On the main login page, click on the Forgot Password? link. Enter the email
address you registered with. Check your email inbox or junk mail folder for a
password reset email and follow the instructions.
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19. I want to change my password. What do I do?
After logging in, navigate to Password under My Account on the Main Menu. You
will need to type your current password, then type your new password two times
and click Save. Your new password must contain at least 8 characters and include
the following:
•

1 lowercase letter (a-z),

•

at least 1 uppercase letter (A-Z),

•

and at least 1 number (0-9) or 1 symbol. If you choose to use a symbol, it
can be any of the following: # $ % ^ & * ( ) _ + { } [ ] < > ? /

20. How do I check my balance on the web portal?
Log in to new website at www.mbta.com/booktheride. Click My Payments. This
will bring you to a web page that will display your existing balance. You can view
the Available Balance and Reserved Balance on your account.
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You will have two balances:
•

Available Balance –are the funds you have to book future journeys.

•

Reserved Balance – are the funds that have already been applied for booked
journeys.

21. Do I have access to the transaction history?
Yes. Log into www.mbta.com/booktheride. Click My Payments. This will bring
you to a web page where you can obtain the history of all your journey transactions
as of August 15th, 2020. If you do not have all your transactions, please call The
RIDE Access Center (TRAC) at 844-427-7433 for more assistance.

22. What happens if my balance is incorrect?
If you believe that you have an incorrect balance on your account, first review your
transaction history which has detailed information about your past and upcoming
journeys along with payment transactions. It is possible that you may have a funds
in reserve for upcoming journeys. If you still believe your balance is incorrect, call
The RIDE Access Center (TRAC) at 844-427-7433.

23. Can I book a journey with a zero balance or negative balance on my
account?
No. If you do not have enough funds in your account to book a journey, the
following message will appear in red at the bottom of your screen. “You do not have
sufficient funds to book this journey at this time. Please consider adding funds to
your account or canceling journeys in reserve to free up funds.”
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24. How do I add funds to my account?
There are a few ways to add funds. Please review the information below for
directions:
Options for Adding Funds

Estimated Posting

Details

http://commerce.mbta.com

allow 2 business
days to post

24 hours

Mon-Fri 7AM-8PM and
Sat/Sun 9AM-5PM
including holidays
MBTA-RIDE Fares
allow 5 business
PO Box 845097
Mail a check
days to post
Boston, MA 022845097
Visit the CharlieCard Store in
Mon-Fri
the Downtown Crossing MBTA
posted directly
8:30AM to 5:00PM
station on the Orange Line*
except for holidays
*The accessible entrance is located at 32 Summer Street via the 101 Arch Street
building in Boston.
Call 888-844-0355
select option 2

posted directly

25. I still need help. Who can I contact?
We have different points of contact available for you depending on what you need
further help with.
•

TREC – Questions about eligibility and to update account information, call
617-337-2727.

•

MBTA Customer Service – Formal complaints and reporting concerns,
call 617-222-3200.

•

TRAC – Questions about journey booking and journey status, call 844-4277433.
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