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In the case of a Client signaling, the measurement starts at the time of signaling by Client. 

In the case of supervision signaling, the measurement starts at the time the alarm occurs. 

The end of the GTR corresponds to the moment when the incident passes to the "service restored" 
state ((technical closure of the incident). 

The recovery time only takes into account the unavailability attributable exclusively to the Provider. 
The times not attributable to the Provider or to third parties under its responsibility are therefore 
subtracted from the Recovery Time. In other words, if an incident resolution requires actions under 
the responsibility of the Client, the time count for the SLA (Guaranteed Availability, GTR) does not 
take into account the duration of the Client interventions. 
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