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Imaves is a technology and consulting company specialized in Service Management with more than

20 years of experience across different industries, including Financial, IT & Communication, Public

Services, and Retail.

Since its founding, Imaves has been helping organizations optimize their business processes and

improve service delivery through tailored IT solutions.

2002 Founded - BMC partner, ITIL certification

2005 Service Management specialization

2019 Xurrent partner

2019 Pricefx partner

2024 Development of Imaves MIRA

2026 Tripl-i partner

Imaves Service Management implementations:

• Addiko Group

• Sport Vision Group

• NEXE Group

• Sistemaš

• SETCOR

• Imaves

• APIS IT

• Centralna banka Bosne i Hercegovine

• Dom Zdravlja Zagreb - Centar

• Ericsson Nikola Tesla Zagreb

• Hrvatska banka za obnovu i razvitak 

(HBOR)

• Hrvatski zavod za mirovinsko osiguranje 

(HZMO)

• HYPO Leasing Slovenia

• itSoft

• JP Elektroprivreda BiH Sarajevo

• Međunarodna zračna luka Zagreb

• Ministarstvo rada i mirovinskog sustava

• mStart

• Raiffeisen Bank Austria Zagreb

• SPAN

• TISAK

• Zagrebački velesajam 

• Zajednički Informacioni Sistem Beograd

• Zajednički Informacijski Sustavi Zagreb

EN ISO 9001: 2015
ISO / IEC 27001: 2022

Tripl-i
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Regulatory & Compliance Challenges
• DORA and the operational resilience landscape



Financial institutions should maintain an up-to-date inventory of their ICT assets (including
ICT systems, network devices, databases, etc.). The ICT asset inventory should store the
configuration of the ICT assets and the links and interdependencies between the different ICT
assets, to enable a proper configuration and change management process.

Financial institutions should monitor and manage the life cycles of ICT assets, to ensure
that they continue to meet and support business and risk management requirements.
Financial institutions should monitor whether their ICT assets are supported by their external
or internal vendors and developers and whether all relevant patches and upgrades are
applied based on documented processes. The risks stemming from outdated or unsupported
ICT assets should be assessed and mitigated.

RISK

Regulatory & Compliance Challenges

AI Act:
implications for the EU 
banking and payments sector

Third-party risk 
management (TPRM)



The Digital Operational Resilience Act (DORA) - Regulation (EU) 2022/2554

What is the Digital Operational Resilience Act (DORA)?

The Digital Operational Resilience Act (Regulation (EU) 2022/2554) solves an
important problem in the EU financial regulation. Before DORA, financial
institutions managed the main categories of operational risk mainly with the
allocation of capital, but they did not manage all components of operational
resilience. After DORA, they must also follow rules for the protection, detection,
containment, recovery and repair capabilities against ICT-related incidents.
DORA explicitly refers to ICT risk and sets rules on ICT risk-management,
incident reporting, operational resilience testing and ICT third-party risk
monitoring. This Regulation acknowledges that ICT incidents and a lack of
operational resilience have the possibility to jeopardise the soundness of the
entire financial system, even if there is "adequate" capital for the traditional risk
categories.

Regulatory & Compliance Challenges
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• Introducing Xurrent: Modern service-centric platform

How Xurrent Helps Achieve Compliance
• Key features for resilience, governance, and reporting



Rapid time to value High performance, high reliability
SaaS platform

Highest security and 
compliance standards

Deliver top-tier customer 
support experience

AI & Automation led productivity 
enhancements Collaboration across Service 

and Ops teams

Xurrent streamlines Service Management and IT Operations Management with a unified platform that includes AI-powered automation, 
real-time incident management and response, and proactive communication through status pages. Our platform automates workflows, 

enhances collaboration, and boosts productivity. Built for scalability, Xurrent seamlessly adapts to the evolving needs of modern 
enterprises — minimizing effort while maximizing efficiency.

Introducing Xurrent: Modern service-centric platform



https://www.xurrent.com/whitepapers
/e fficien tly-m anage-dora-with-xurren t

Features, functions and benefits

Service insight Helicopter view over all the relevant business services. When used in 
conjunction with Provider Reports, decisions on the performance of internal 
and external service teams can be made.

Change management Regular test processes, which ensure compliance with the DORA formalities.

Incident management Real-time observation and reporting of incidents relevant to DORA. Xurrent IMR 
ensures response and resolution of the most critical digital security events.

Event management Triggering of security and performance incidents related to DORA. Events can 
be captured by Xurrent IMR or other defined integrations.

Service navigator Immediate impact analysis when an incident is identified.

Vendor & contract
management

Automatic and clear steering of response and solution times as well as 
responsibilities at service level.

SLA management Immediate impact analysis when an incident is identified.

Analysis of impact for
critical incidents

Utilize Xurrent to capture and analyze the lifecycle of an incident to support root 
cause analysis and recovery.

How Xurrent Helps Achieve Compliance
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Production

Monitor and manage the life cycles of ICT assets



Compliance management: Xurrent makes automated workflows available to support companies in complying with
the DORA requirements. They enable compliance measures, which have to be implemented as part of DORA, to be
tracked and monitored. Companies can define and manage guidelines, procedures, and checks in Xurrent to ensure
that the operative resilience requirements are being satisfied.

Achieving compliance with Xurrent



Risk management: Xurrent offers functions to support risk management in connection with operative resilience.
Companies can identify, assess, and monitor risks, which may have an impact on their digital operational capability.
The system enables information on risk to be collected, responsibilities to be assigned, and measures to reduce risk
to be pursued.

The Risk Register Risk Dashboard

Achieving compliance with Xurrent



Incident management: Xurrent offers efficient incident management functions, with which companies can effectively record, track, and rectify incidents in connection
with operative resilience. Companies can define incident management workflows to ensure incidents are handled and documented correctly. This ensures a fast reaction to
incidents and an efficient return to operational capability.
Fully integrated knowledge management automatically provides support when searching for a solution, meaning that knowledge articles can be created with a click from
representative incidents. Built directly into Xurrent ITSM, Sera AI enhances every ITIL process by working continuously in the background, not as a separate tool teams have to
manage.

Achieving compliance with Xurrent



Collaboration and communication: Xurrent facilitates collaboration and communication between various departments and stakeholders within a company. This
promotes the exchange of information and the joint implementation of DORA measures. Employees can work together in real-time, share information and track progress
regarding the implementation of measures.

Third-party risk management (TPRM)



ERP (SAP)

Personal Computing

Network Printing

Payment System
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78%

81%

87%
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High

None

Low

Medium

RISKCOSTUSER RATINGSATISFACTIONSERVICE SLA TARGET

Complete Control of Service Cost & Quality

Service Insight



Centralize service and asset 
management

Integrate third-party providers into the 
same operating model

Align IT and business on a single 
service management platform

Ensure continuous DORA compliance 
through transparency and auditability

Standardize and automate key 
operational processes

Establish continuous monitoring and 
real-time operational visibility

Building a DORA-ready operating model

Summary & Next Steps



Thank you!

Q & A
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Service Insight - detailed
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