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Moderator:  Thank you for joining today’s Webmaster and Web management discussion.  Mitch has our first topic.
TOPIC: How web management contribute to cost savings and performance improvement
Moderator:  Good morning. You are asking how web management can contribute to cost savings and performance improvement. Do you want to give us a little bit more detail on what you are after, Mitch?

Mitch T.: I think it was just a general question reflecting the budget climates that we might all be in and the expectation for IT to continue delivering on performance improvement. So the question is; how can that happen if we ourselves might be faced with budget cuts.

Moderator:  Have other had their responsibilities of a webmaster or the web management impacted due to budget constraints? Are there ways that you have been saving with some of the features that you have can provide through your website? 

Silence.

Mitch T.: One of the directions that our county has gone is hosting outside our website and web services rather than hosting it internally. There is some cost to that but there are also some cost savings internally. Virtualization might be another direction that some counties or some organizations have gone, or cloud computing. We hear about that. We haven’t gone that direction yet but we are curious if others have or if they feel that they will.

Moderator:  For their website Mitch?

Mitch T.: Yes, for delivering applications to their users in general. 

John E.: As far as cloud computing we have two applications. Our payroll is done through a cloud type application but we are also looking at salesforce (CRM) just because of the cost savings of providing that type of feature and developing it in-house. We looked at some other CRM packages and again to those in-house we felt the cost savings was a little bit better. salesforce 
only offers a cloud solution I believe. I don’t think they had an in-house solution. We have looked at that and determined that it can save some money. 
http://www.salesforce.com/
Moderator:  Does anyone want to inquire more about looking at salesforce or the fact that they are doing payroll in the cloud or other initiatives? It is a little quiet. How about other cost saving measures that folks are looking into or have implemented that have been successful or not successful. Let your fellow members know. 

Michael M.: We actually did the opposite as far as taking stuff out. We brought it all in. Our situation is a little different. As a credit union we already have servers and everything here to host our software so in order to save costs we stopped hosting at an external location and brought everything inside. So we kind of went in the opposite direction than you did Mitch.

Moderator:  You are experiencing some savings Michael?

Michael M.: Certainly. We were paying quite a bit to have dedicated servers located in another building in our city. We brought them inside and then virtualized them.  I don’t have actual numbers as far as savings in front of me unfortunately.

Moderator:  No problem. How long ago did you do that?

Michael M.: We did that about two years ago.

Moderator:  Any comments for Michael? Are most folks managing this internally? Are you taking care of this and do you have it inside of your web management process? Maybe we can do a show of hands for those who are on the web portion. There are about 20 on the web portion. Can you raise your hand if you have your web management done internally by your own IT staff? 
Poll:  Web management done internally  - 71%

Moderator:  Out of the 21 on the web portion we have 15 hands raised. So 15 are managing it inside. Who are you using or any lessons learned by having it managed outside? 

Carrie G.: We are the IT department for the city and county. We have had some departments go outside to their websites outside and they have come back to hosting it within the infrastructure to save money because it was a continual expense in having it hosted externally. 

TOPIC:  Secure document transfer of PDF documents

Moderator:  What are others doing for secure document transfer of PDF docs etc. via online communication so that no data is left at the client machine unless intended to be by specifically saving the document locally? So secure document transfer, how are others ensuring that you have secure document transfer? Is anyone on from Michael’s organization? Can anyone adopt this or share your solutions for secure document transfer? 
John E.: For emails we are in the process of implementing IronPort which I think is a way to securely email. I am not that familiar with the product but when you send an email it is a link to a secured site where they can go and retrieve the messages or documents attached. This year we are just going to start to look at producing documents over the Internet to allow certain documents to be sent. We do have Adobe’s LiveCycle product and one of the features of that is to be able to send securely over the internet PDF documents. I am not familiar with that product either but they can also be opened securely through the Internet. 

http://www.ironport.com/
http://www.adobe.com/products/livecycle/
Moderator:  IronPort and LiveCycle; Other comments on products that you are using for secure document transfer or plans that you have for the ability to transfer documents via your website? 

Michael M.: We have a product; we do our electronic statements internally. We have an application that we wrote. It has got ColdFusion; that is the programming language that we use in the background. There is a functionality built into ColdFusion that allows you to dynamically generate PDFs and we just temporarily create them through a secure server and then the member can view their statements. Now that doesn’t stop anyone from saving the file to their machine. I don’t understand if this particular--it says no data left on the client machine. So I am not sure if that covers the question that they were asking but that is how we do it. 

TOPIC:  Managing PCI compliance

Moderator:   How do other shops manage PCI compliance?  Now I would assume that you mean with your website, correct John?

John E.: Correct, how detailed or serious are people taking the making sure that credit card numbers and now we have even branched into EFT type. Bank account numbers are truly not stored out on a web server but all interaction must hit an internal server. If anybody out there has actually gone through the steps to become PCI compliant, what are your thoughts and ideas for that? 

Moderator:   It is a requirement for most organizations that are selling, correct? There are different levels depending on how many transactions via credit card? 

John E.: That is our understanding, right, that if you do any type of what is referred to as ecommerce; you have to be at some level of PCI compliance. What we are looking at doing is removing all credit cards from our internal systems and using a bank supplied system to allow customers to connect and pay their premiums via a bank site that would then send us the information when needed.

Moderator:   But you wouldn’t be storing their credit card numbers at your site?

John E.: Correct. 

Moderator:   Other comments? Possibly those in financial or insurance? Any industry that has addressed PCI from the ecommerce piece? John, just so that you know we host two to three PCI related WebForums each year. Members like to talk on this topic specifically. Other comments please? Even the counties, you allow people to pay online, correct? 

Tom S.: We have an online shopping cart and we deal with what this gentleman was mentioning at the end. We are not PCI compliant so we will have a third party service handle the payment process. We developed the application in house to handle the carts and all of the items, the product database etc. Then we will write that transaction to a database and then we will sent it over to a third party payment processor that will handle the credit card piece of it then they will post back at the end a confirmation number and a success or a failure that will write back into our transaction database at that time. So we have all of that information and without having to store the credit card sensitive information. 
John E.: One of the issues that we run into with credit cards being insurance where somebody might want to pay monthly premiums is our bank kind of requires that you set up a profile basically by the user. Well we don’t think that a lot of customers are going to want to set up a credit card profile with our bank that we are going to get the premiums from or they are going to pay them through. That is kind of confusing for us. You know if there is anybody else who does recurring credit card payments with a third party vendor in that case do their users have to set up their own accounts with this vendor to process the credit card payment? 

Moderator:   Michael, can you help? What do you folks do?
Michael M.: Unfortunately that is not really something that is on my side of the house. I am more of that content management and I don’t really deal with a lot of the financials. I know that some of the products that we use are PCI compliant but those are over another department so I don’t have a lot that I can add to that one.

Moderator:   John, we will identify members outside of this call to network and assist your organization.
John E.: If you could get some contacts that would be great. 

TOPIC: Social media for press releases, RSS feeds, new content alerts

Moderator:   This next topic was submitted by both Dave and Mitch. How are others using social media for things like press releases, RSS feeds, new content alerts? 

Mitch T.: In government we have maybe a unique position because it hasn’t clearly been defined if our forums are considered public spaces or public forums. Then our ability to moderate these places comes into question under first amendment laws of freedom of speech. That being the case generally we have to take a very restricted role of not allowing that kind of comment in our forums. That all comes from the suggestions that I get out of other conferences and presentations that I go to. So how can we use social media in a way that maybe we can’t take advantage of everything that social media offers but maybe we can get something out to it. It tends to be just a one way delivery mechanism where we are just putting out our message and directing people to our website. It is not as engaging as I think it could be.

Ben A.: We are using Facebook and Twitter for both our city council and city government. Twitter is obviously more one way. One of the things that the council is doing that I think is pretty interesting is they are actually Twittering the city council meetings.  So as new agenda items come up they twitter that and then actually twitter the results so you can keep track of the meeting through Twitter and get a live update like a live stream of what is happening at the city council meeting. That is kind of one example of how to use it. 
Mitch T.: That is a good example.

Ben A.: We promote Facebook and Twitter on both of our websites. We have links to Facebook and Twitter for both our city council and our city government.

Michael M.: We are starting to use it. I have been a big proponent of attempting to get more into the social media atmosphere for a while. We have Facebook and we have Twitter. We use Facebook more. We have a fairly complex Facebook site that we got a third party that did some flash (?) for us on it and what not. It looks pretty nice. The thing with Facebook and Twitter, and I will try not to preach too much as far as social media is concerned but in order to really utilize it to the fullest you have to engage. Being one way if your Twitter feed or your Facebook is just a bunch of links to your site you are not going to engage the people to get a conversation going on there. The key to that in my personal opinion, and there may be some who disagree with me, but in order to really have an effective social media strategy and to really use it well it has to be somebody’s job. It can’t be somebody’s afterthought. If it is just something that somebody is doing when they have time then it is not going to really be effective for you. If you look at companies that have really made a difference using social media or celebrities or what not they are on there pretty much every day. They are engaging the people that follow them and they are going back and forth with them. That is what gets people interested in social media. If you are just linking back to your website a bunch of times people are eventually going to tune you out. 

Mitch T.: Do you have the discussion then on your Facebook page? Do you ever have--are the comments ever not related to your website that you moderate or delete?

Michael M.: So far that hasn’t really been an issue. That is kind of the overriding fear with a lot of social media that companies have. It is a legitimate fear. There is a sense that you can’t control it. when you allow somebody to post something that is on a page branded with your logo and that is your official page, you can’t control the fact that if you have free comments that somebody may drop a swear word or may even say something controversial.

Man: Or advertise the competition.

Michael M.: That is the big thing with the side wiki. I don’t know how many of you are familiar with Google’s side wiki. It is the ability for someone to essentially make comments on your website that you have absolutely no control over. They could very easily put a comment in that says; boy this product is better over on this website over here. It is a terrifying thing really in that particular regard because in that one you can’t even sensor it out. I think you can contact Google and ask for side wiki comments to come down but you can’t directly. So that is one of the unfortunate things about social media is that there is an element of not being able to control it but that is why it is so important that it is somebody’s job because you have those people that are watching it and that are on it and then if there is something controversial and somebody makes a complaint it gets addressed quickly or removed quickly and isn’t out there for a week before somebody notices it.  
Moderator:   Good comments. We look at it at NOREX as well. How can we feel like we are providing good customer satisfaction yet we want the freedom for membership as well. Are companies really challenged by how much social media you put in. Any other comments?

Michael M.: There is an example in the positive and the negative with Southwest Air. They had a very positive very active blog. They have somebody that is devoted to social media. They have a lot of fans and it worked out really well for them until somebody threw Kevin Smith off of an airplane and then he used Twitter to complain about it and this thing absolutely blew up in Southwest Air’s face. It was all over CNN. It was everywhere. So there are definite landmines in using social media, no doubt about it!

Moderator:   Other comments? I thought we could do a poll also just to see how many have implemented some form of social media to their website. 

Parrish G.: I just wanted to let you guys know. We are in our infancy regarding social media. We are just trying to understand what it is and what the impact is to our company. We are forming a blog strategy. Basically we are just questioning. We found a company called Findandconvert.com (?) it is a local company here in Tampa. I have worked with Bernie Borges who is the CEO and we have had very good success with them. They do search engine optimization as well as social media strategies. Their particular field is really marketing in terms of social media marketing. Just in general in terms of social media they are very versed on forming a strategy for social media. 
Moderator:   They would provide services all over the country, is that correct? 

Parrish G.: Yes. Findandconvert.com. 

http://www.findandconvert.com/
Poll:  Use of social media on web site

A form of social media on web site
60%
No social media on web site

40%

Moderator:   Great comment. Anyone else with a vendor or experience? Our results are showing that nine have some form of social media and six do not out of the 15 that participated. Thank you for participating; 60% to 40%. Anything else on social media? 

Michael M.: The only other thing that I will throw in, my big caution as far as going outside of your company for someone to develop your social media strategy, I am not saying don’t do it. Make sure that you are partnering very closely with them. Nobody knows your product like you. One of the best things in my mind about social media and the companies again that use it really well, it is not the companies that are paying somebody to go out and tweet about them or talk about them on Facebook. It is situations where you are actually communicating with somebody that works there and believes in the product and represents the company well. It is somebody who actually walks the walk and talks the talk as opposed to someone who you are paying. Not saying that if you don’t have somebody on staff that knows how to do that you can’t go out and get help with another company to learn how to but ultimately your best representative is going to be you or somebody who works for you and believes in what they are doing. 

TOPIC:  Automating production deployment

Moderator:   We use Subversion and Source Control and WebSphere. What options do we have to automate production deployment? John, why don’t you give us a little more detail?

John E.: It is kind of a specific topic. We currently are looking to automate our promotions to production. Right now it is kind of a manual process through WebSphere. We didn’t know if there were any tools or something within Subversion that could so this or maybe within WebSphere that could automate this. If there was anybody with specifically some WebSphere experience if they have automated anything or maybe used another third party tool to promote to production. We want to get some type of control process going where we can audit it and we know exactly what is going in and when. 

Moderator:   Good question John. Is anyone out there using the WebSphere or Subversion? What tools are you using? No one is using WebSphere? That is usually a fairly common one I think.

John E.: I was hoping that it was very common. 

Moderator:   No WebSphere users on; I know we have them in the membership.  Can anyone comment please?

Randy O.:  We are a WebSphere user.  

John E.: Do you have automated promotions to production?

Randy O.: You know I was thinking about your question. It seems that some elements of it certainly are automated through Tivoli Workload Scheduler. I would have to get back with you on that. If we could transfer contact information some way here through Norex we could hook our teams together.

Moderator:  Absolutely, NOREX will assist in following up. We can definitely get you connected. How can we go about implementing a daily build process?

John E.: That is kind of a follow up to the prior question. 

Moderator:   What does that mean John? 
John E.:  Well we know that with a lot of the web development every day maybe at night there is a new build to the development or the QA environment. We don’t currently have that in place. We kind of build when we need to. If people have procedures established of how that works, if they wouldn’t mind sending then so I could see how their procedure works. It is more for the QA, always rolling new items into QA to be tested and signed off on and then moving into production somehow. 

Moderator:   Can anyone provide some insight on their daily build or their quality assurance portion as they implement changes daily? 

Randy O.: I know we can help John out with that. Using WebSphere as John is probably aware of; building these ear (?) files is a real bear. WebSphere isn’t the most versatile tool for making daily changes if you don’t have a lot of planning and structure around it. We do a development environment, a test environment and a production environment and we do have a plan of attack for moving these changes through and then turning them over to production control to move them into production at the times that they are supposed to.

John E.: That would be great just to learn some more about your procedures. 

Randy O.: I am sure we will pick something up in the process as well.

Moderator:   Sounds like a great connection. Thank you gentlemen. We will help you get that coordinated. Anyone else? Everyone must have some kind of a process here. Can we get another comment? Why is it so quiet on this one? 

Randy O.: I don’t find too many WebSphere users out there.

Moderator:   You don’t have to be WebSphere, or do you for this?
Randy O.: You don’t need to but your build processes are definitely going to be more complex with IBM's WebSphere than they are going to be with a .Net solution or some of the others that are out there.

Moderator:   I understand. Thank you very much Randy. Mitch submitted another topic.  Then we are going to open it up to some additional topics. 
TOPIC:  Tracking time and project management with web development

Moderator:  Mitch’s topic is; if we can fit it in are others users required to track their time on projects? What software or processes do they use to do that? Tracking time or project management in web development and web projects. Mitch, you can give us more detail.
Mitch T.: No, you said it. It is about project management and time accountability. I work for an organization that has been pretty flexible about how we spend our time and it is changing somewhat. As we discuss how we are going to go down that road I was curious if other organizations are already using software of any kind to better manage or better track their project management and also be able to give an accountability of what projects they worked on. 

John E.: We used a product called Dovico. IT has projects that you can allocate different people resources to and then different phases to the project and if our project is run by the project management department they generally create a project and no matter who you are in the company you are thought to have to record your time.  Being in the IT area we use it for all of our time. We have kind of implemented it. We are the first ones to use it in the company and we have kind of spread it out for project management. It does come in handy to go back. It has lots of its own reports but you can go out to their site and download other reports for it. I haven’t found a way to really customize reports to my needs and likings yet. You generally have to find a report that kind of does what you want it to do. It has a time sheet that can be filled out weekly and then you post your time so that supervisors can run monthly reports to see who was working on what project and stuff like that. 

Mitch T.: Thanks, I wrote that down. 

http://www.dovico.com/
Moderator:   Anyone else? Thanks John. Great comment. Other project management related tips, lessons learned or products used? Any open source out there that is helpful?

Parrish G.: I am not sure about project management but we basically split up our development into tasks and we create work orders in a product called Track-It. Track-It is pretty customizable so we not only use it for our help desk work orders but also for any development work orders so each of those tickets have a time frame associated with them. They have start and completed dates and statuses and things like that. They also have a time field for how much time you actually spend. So even though the ticket may have been open for two weeks maybe you only spend four hours on that task. So that is what we use. Not only do we use it for managing any bugs or enhancement requests or things like that. We also use it based on the status of the work orders and the build numbers associated with those work orders. We have formulated a list of everything that is either in QA or has been accepted by QA or rejected by QA and create a build based on those tickets.  Our builds are weekly at this point so that is how we do ours. We incorporate that into our builds as well. Track-It is by Numara Software.
http://www.numarasoftware.com/helpdesk.aspx?src=google&trm=trackit
Moderator:   Thank you. We do have other Track-It Numara users out there. I know we hear about it. Other comments?

Carrie G.: We are using two different tools. We use Jira internally within the web development team. It is a hosted solution. That is where we keep track of all of the project tasks and the developers also can keep their times in this tool. The organization as a whole uses CA, Computer Associates, ticket tracking system basically. Because we deal with tickets and projects we have created tickets for projects and then the whole staff tracks their time within CA. so they can pull reports for billing. So my team specifically is doing double entry because they are putting it into Jira and then also into CA. Jira is more of an integrated solution that they can use for development in the web arena so it has been working out. They find that easier than using the CA product. 

http://www.atlassian.com/hosted/studio/
Moderator:   Any questions from anyone about any of the products mentioned? More products or solutions to share? OK, I am going to go to Randy in Florida’s topic. 
TOPIC:  Social media and records retention 

Randy:  Since Florida has a strong open records law the major hold back for getting into social media is a requirement to retain any and all content for public record. I would like to know if others have encountered tools for this data retention. For example things like Facebook, right Randy?

Randy O.: That is correct. Although we have dabbled in social media our lawyers keep shutting us down because of this requirement to retain everything whether we put it on there or it was just a citizen to citizen conversation about the lottery and what games they are enjoying playing. They want us to retain it all. The simple way to do that is to just attach an email account to it and stream everything to that email account and save it and make sure that we are backing that data up. It is a lot of data. 

Moderator:   Are others encountering this or is this stopping you from things like Facebook? There are other government, counties, cities, etc. on today. 

Randy O.: I do find that some of my sister agencies are out there in Facebook without regard to retaining all of this data for public records. Just as another piece there was a recent sharing of information among all lotteries about Facebook. We were directed or advised by the attorney general to take our Facebook sites down because of some of the requirements that Facebook has in the areas of content ownership indemnification venue for law. If a dispute comes up our law requires that the dispute be handled here in Florida but that is contrary to what Facebook’s user terms are. So as a result of that many __________ did pull their Facebook site down. So it has been a real challenge for us to get into a social media market even though we know that is where we need to be to talk to our players. 
Moderator:   I can understand that. Randy, you are aware that we do have other _______ members in the NOREX membership?

Randy O.: I didn’t know that.

Moderator:   If there is a need to get real specific within your industry we could connect you.

Randy O.: I appreciate that offer. I won’t take you up on it at this time though.

Ben A.: I have a feeling that we will probably run into what he is experiencing. They just haven’t found us yet probably.  It may be a difference in the law too because my understanding here is that you are required to maintain all records related to a transaction but I am not sure how the interpretation works when you are just using Twitter or Facebook etc. In that regard there is no transaction taking place. 

Moderator:   Thanks Ben.

Michael M.: I think that my personal opinion is that at this point there are a lot of people that still have the same questions that you do and legally I am not entirely sure that has been answered yet. I think when we see some major court cases and supreme court cases come up we will know. I see some companies that are basically considering all of this like you were saying; Twitter communications are like email and they archive them appropriately. I see others that are considering it to be like conversation. They are essentially treating it like one person talking to another. You don’t necessarily have to keep a record of that unless you work for a company that has to keep a record or tapes or whatever. So unfortunately I don’t think there is a clear cut answer for you.  A lot of companies are essentially just doing what you guys are and leaving it in the hands of their individual lawyers and what risks lawyers are willing to take. 

Moderator:   Good comments. I guess that is all we are going to get Randy. I can understand why you don’t want to be at the forefront in this, especially when the (specific industry) is saying to take it down. 
End of discussion
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