
Government Fin Shop 
introduces highly accessible, 
customer-friendly webshop

Digital Services
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The Fin Shop concept

The first Fin Shop branch was launched 
in Brussels in 2009 by the Belgian 
FFPSF with the purpose of reselling any 
furniture, vehicles, and other mova-
ble goods procured by confiscation, 
decommissioned by government organ-
izations, or found in postal packages 
that remained unclaimed after fifteen 
weeks. Next to organizing public sales 
to sell these, Fin Shop Brussels sold 
several goods, individually or in lots, at 
a fixed prize on its website, and, to a 
lesser extent, by auction through eBay.
Its activities were limited to the Brus-
sels Capital region and the Flemish Bra-
bant and Walloon Brabant provinces. 
Individual agencies in Ghent, Antwerp, 
Mons and Liège were in charge of sim-
ilar sales for the Flemish and Walloon 
provinces, but their digital capabilities 
were limited to announcing their public 
sales on a static government website, 
alongside public real estate sales.

Need for a new  
& improved website

In February 2017, two additional Fin 
Shop branches were opened in Bornem 
and Gembloux, offering the same servic-
es as the Brussels shop to the Flemish 
and Walloon provinces. “At about that 
time, we encountered a Drupal update 
issue with the Fin Shop Brussels web-
site, so centralizing the digital services of 
all three branches in a single new web-
site was an obvious decision to make,” 
explains Véronique Bocken, Communi-
cation Associate at the Communication 
and Change Management department of 
the General Administration of Patrimoni-
al Documentation within the FPSF.
“We decided to consolidate everything 
concerning real estate into the Finim-
moweb website, whereas the original 
Fin Shop Brussels URL – finshop.
belgium.be – was reclaimed to create a 
platform to sell the movable goods.”

Orange Business  
stands out from the crowd
Orange Business presented a full demo 
to show how they pictured this pro-
ject in answer to the tender, offering a 
sharp contrast to the other applicants. 
“Their presentation distinctly exhibited 
their broad experience in e-commerce 
projects,” says Véronique Bocken. “As 
the Orange Business representatives de-
scribed other projects they had realized, 
we quickly understood that they would 
be able to overcome what we believed to 
be the major challenge in developing this 
website: integrating an online auctions 
module. The fact that they clearly offered 
the best value for money tipped the scale 
to their advantage to win the tender.”
In the start-up phase, Orange Business 
organized several workshops to brain-
storm on needs and possibilities, and to 
align the views of all the parties involved: 
Fin Shop Brussels, the administrator of 
the patrimonial services, the FPSF’s IT 
Services, and the operational coordina-
tion and communication services of the 
patrimonial documentation department’s 
general administration.

The challenge for Orange Business 
was to turn the static website of one 
Fin Shop branch into a dynamic, 
accessible and customer-friendly 
webshop with an integrated auc-
tion module, consolidating the three 
geographically separated Fin Shop 
branches of the Belgian Federal Public 
Service Finance (FPSF). A full demo 
that showed how Orange Busi-
ness pictured this webshop quickly 
convinced the FPSF that they would 
be the right partners to realize this 
e-commerce project.

Orange Business created a dynamic 
webshop with an integrated auction 
module for the Belgian Federal Public 
Service Finance - Fin Shop. 
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Smooth, informed  
collaboration and speedy 
responses
Once the action points were defined, 
Orange Business assembled a fixed 
team of two developers and two graphic 
designers, led by a project manager, and 
set up a formal interaction flow with the 
coordinators at the FPSF. “We highly 
appreciated Orange Business’ interactiv-
ity and strong reactivity,” says Véronique 
Bocken. “By means of screenshots we 
were constantly kept up to date and 
given the opportunity to provide feed-
back. Their ticketing platform ‘Sifter’ 
provided a direct communication line 
with their dedicated project manager. 
He would distribute the tasks to the 
appropriate Orange Business team 
members. Of course, contacting any 
team member by phone or face to face 
meetings remained an option for more 
urgent matters or anything demanding 
an immediate exchange of ideas. Typi-
cally, any issue would be solved within 
a day.” A test version allowed FPSF to 
test the entire website prior to launch, 
which, with the exception of the auction 
functionality, perfectly met the predeter-
mined deadline.

Defining & meeting 
the challenges
“As the website would serve three 
physically separated shops and 
warehouses, we started off from the idea 
that a customer would only be able to buy 
in one shop at a time,” says Véronique 
Bocken. “However, we soon realised 
that this was ‘customer unfriendly’ and, 
luckily, Orange Business was quick to 
react. They skillfully guided us towards the 
centralized, customer-centered approach 
we were actually looking for.” Providing 
payment facilities by debit as well as 
credit card proved to be another trial, 
as this required agreements with both 
Worldline and PayPal, and the integration 
of these software packages in the Drupal 
e-commerce platform.

“The Orange Business were also very helpful 
in defining the purchase and shipment flow, 
aligning with the postal services and fine-tun-
ing the coordination between the three Fin 
Shops. Of course, as this website would 
target the entire country, we needed to make 
sure that the whole flow functioned perfectly 

bilingually. From the beginning, we saw the 
integration of an auction module as one of the 
major challenges. Anticipating that develop-
ment of this functionality would require addi-
tional time and effort, we agreed on adding 
it post-launch, after ascertaining its flawless 
performance ” adds Véronique Bocken.
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eliminated the shipment costs. Now 
that Orange Business helped us to 
offer a complete overview of the items 
available at all of our Fin Shops, we are 
hoping to expand our customer base to 
the whole of Belgium.”

Understanding and 
addressing actual needs
“We are very pleased with our collab-
oration with Orange Business, and 
the results,” says Véronique Bocken. 
“Throughout the project, we really felt 
listened to. Orange Business was able to 
put themselves in our shoes, to under-
stand what we really needed, and, most 
importantly, to assign the right people to 
the task of finding a suitable technologi-
cal solution to address these needs.
We notice that most of our custom-
ers make purchases from all three Fin 
Shops and most of our auctions find 
a buyer. Our sales revenue, as well as 
the number of customers, is steadily 
increasing, even more so since we 

Our sales revenue, 
as well as the number 
of customers, is 
steadily increasing, 
even more so since 
we eliminated the 
shipment costs.
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We are a passionate team of digital 
strategists, experienced designers, and 
software Engineers. We help you build, 
launch & measure your ideas on the web. 
Delivering solutions that meet and exceed 
our customers’ expectations is our team’s 
main purpose. Creative design is our 
passion. It is not only attractive design, 
it must also be a global and integrated 
approach to cover the complete customer 
journey. It is the road to creative design 
branding, a way to give your brand added 
value via your website by working on the 
strategy and the creativity of the design. 
We build websites and apps that perform 
using the best-in-class technology. With 
a full team of developers working on 
cutting-edge solutions, we customize 
interactive development for every clients’ 
need.



Digital Services
Orange Business, part of Orange Group, 
is one of the world’s leading management 
consultancies and system integrators for 
Data Intelligence & Digital Experience. 
We are Data Native Artists who leverage a 
unique combination of technical, functional 
and industry specialization, as well as 
partnerships with key software vendors, 
to deliver state of the art solutions since 
1992. As a front runner in Big Data, Artifi cial 
Intelligence and Digital, Orange Business is 
enabling customers to innovate, drive their 
business strategy and improve customer 
experience through eff ective use of data. 
Clients choose Orange Business as their 
strategic Data & Digital partner due to our 
pioneering vision, expertise, core values, 
quality of service & our passion for delivery.

Do you have 
any further 
questions?
Or if you would like to know more about 
how to improve retail customer relations on
the basis of customer DNA, do not hesitate 
to mail us your query.

Find out more how 
we can help you with 
your projects on: 

digital.orange-business.com

Orange Business
Digital Services
Avenue du Bourget 3,
1140 Brussels
Belgium
marketing@bd-orange.com

Follow us on
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