
IMPROVING THE CUSTOMER EXPERIENCE WITH 

OCTOPUS

Created for Big 6 Operations Roundtable - October 16, 2018
Updated for CSCA Challenge Awards – May 10, 2019





• A form on our website that lets clients: 

• Submit verifications for any eligibility program.

• Inquire about their case or application.

• Can be used securely from any computer or 
mobile device.

• The client does NOT need to set up an account 
or download an app.

What is OCTOPUS?



• Access by links on the DSS website
(home page, menu, contact page) 

• Access directly at DSSoctopus.com

Where is OCTOPUS? 

http://cosb.countyofsb.org/social_services/
https://secure.countyofsb.org/dss/octopus


How does it work?

• Client enters identifying info and message, 
attaches docs if desired, and chooses which 
office to send to.

• Octopus routes message & attachments to 
that office’s clerical (AOP) email inbox.

• Clerical check inboxes several times daily, and 
apply same rules as for items submitted by 
mail or in person.

• Demonstration

https://secure.countyofsb.org/dss/octopus
















Why did we create OCTOPUS?

• Easier to use

• Prevents churn

• Mobile-friendly

• No Wrong Door policy

• Convenience with security

• Easier to find

• Customizable



How did we create it?

• Researched options & security requirements

• Consulted stakeholders

• Created plan, got quote & approval

• Created business process

• Created & tested sandbox version

• Soft go-live

• Staff training

• Continuous improvement process



Outcomes

• Very popular with clients, staff, 
CBO partners

• Helps improve efficiency, 
improve service, reduce churn

• Ties to County Renew ‘22 goals

• Cited as model by CDSS SB main ofc, 6469, 59%

LM main ofc, 
974, 9%

SM main ofc, 1399, 13%

SM BSC, 1808, 17%

SM WRC, 255, 2%

Octopus & GetCalFresh document submissions, 
July-October 2018 (~75% Octopus)



Lessons learned

• Software development is iterative

• Research, offer MVP; revise per feedback

• Users make mistakes; revise to mitigate them

• Unforeseen issues arise; expect them

• You’ll want to make changes on the fly. 
Plan, contract, budget, and support accordingly.

• You need a continuous improvement process.



Promotion
• Flyers & posters

• Stickies & stickers

• Stressballs & more



Technology-based solutions

• Moving forward, we are embracing technology-based solutions for customer service. 

• The Equalizer, CFUP, centralized inboxes

• Telephonic signatures, call recording, mass notifications,
inbound/outbound surveys based on District Offices

• Exploring direct email, expansion of OCTOPUS to
Adult Services, greater use of text messaging

• Binti foster care management modules, online SAR-7,
upcoming Renew ’22 initiatives, etc.





THANK YOU!


