Table S1: Narratives from prison

[#131, Prison director]
I was informed in the afternoon that a foreign prisoner was late from external work, in a bar near the Town. Even though the Department activated its security checks, it wasn’t possible to track down the prisoner who, after 12 hours, was declared a fugitive. This resulted in further inspections and more intensive searches, but by then the escape had occurred. With regard to the dynamics, the prisoner also had plenty of time to organise things. The way we manage inmates external work didn’t allow us to avoid what happened.
We felt fear, disappointment, helplessness. We felt regret anyway, although it was an escape happened outside the prison.
I believe that the constant dialogue with the educational area can allow the director to assess more clearly the situations, even predictable ones, according on to the tendency of the inmate. Both well-knowing the inmate and external control should always be a continuous process governed by multidisciplinary discussion. If different professional areas work in sealed compartments, it is impossible to identify those individual indicators that would give rise to a gauge other than the one actually gave. This requires a great commitment and effort to overcome established practices, the habit of working alone for certain areas. When the criticality occurs, the responsibility lies with everyone.


[#215, Police commander]
The prisoner, desperate because having been left by his wife after his arrest, decided to commit suicide and cut his throat with a razor blade. Being saved in extremis, he came back from hospital terribly distressed and showed strong signs of atrocious suffering, so that all of us kept a very high level of attention. We also alerted the two cellmates, who did nightshifts to monitor the inmate. The greatest problem was morning him during the walking in the yards.
The meetings followed one another, to develop the best strategies to avoid the worst. The prisoner was assigned to the teacher of the lecturing class, in order to keep him busy in the morning, to push away the idea of dying and to get him more involved in the visits.
At first, we felt very frustrated, but in the end, we were satisfied with the final result related to the proper involvement of the various operators, who felt a team; and also, for the positive response we received from his cellmates who, despite not having been trained for this, immediately understood the importance of their role in that situation.
At the end of this story, I’ve the growing awareness of the need for a high level of attention and for the necessary involvement of all the staff, who must feel part of the group, always and in every critical situation.


[#292, Police commander]
It’s 4:00 p.m. on a Friday afternoon. The office is about to close, and almost all the staff have left, when we receive a request for an urgent relocation from a detainee who has caused a fight, assaulted the staff and self-harmed. It became necessary to decide what it could be done, since the resolution can’t be postponed to Monday: too much time would pass. But it’s not easy: the only location where the detainee could be assigned is an institution from which he was already been moved but is the only one with the adequate health care facilities. We already know that difficult in accommodation will occur, but he can’t stay in the current institution: he is too disliked by his peers and the staff members also frown on him; therefore, it would be put to solitary confinement. The doctor, whom we would like to confront, does not respond. We decide on the transfer, pointing out the need for adequate accommodation to the receiving institute, which we explain the reasons for the choice.
it is hard to figure out what is the right thing for the detainee, a sense of responsibility is important. It is also necessary to consider the reactions of operators when confronted with difficult cases, for example: concern for the receiving office (sudden heavy burden). I felt loneliness. And not full satisfaction in the decision taken
To better manage situations like this, we should better integrate institutions and resources. Caring for the person: what methods, what responses in dealing with critical issues.

[#292, Police commander]
A detainee of Bulgarian nationality repeatedly tried to ask for help to understand his legal position and the certainty of being released. He was a worker in the section, with a good relationship with his peers, and the legal position of an applicant on appeal. Once the council chamber on appeal was signed, the conviction was confirmed but the President of the panel used the 90-day time limit and requested an extension for filing. The prisoner asks for explanations for the delay to his companions, to the prison police staff, he seeks certainty, but has difficulty making himself understood with the language. One day, after his work, he locks himself in his room and hangs himself from the window grates.
I felt a strong sense of impotence and defeat of justice. If the President had filed the motivations and the sentence, the prisoner could have asked for the sentence to become final. Consequently, by applying for early release, free of disciplinary offences, with full benefit granted, he would have been released the day before his suicide. The legislation does not consider the human implications that sometimes cause irreversible damage.
I would like to learn to be cooler in the face of such episodes but, despite the various cases of suicide I have witnessed, I still feel a sense of suffering and human and professional unease.

Table S2: Categories description
	Organisational Issues
	difficulties, within the organisation, occurring in the day-to-day operations of the work.

	
	Workload
	staff shortages, bureaucratic difficulties, lack of communication and support, inadequate resources, leading to staff overburden.

	
	Institute Closure
	closure of a penitentiary institution for political or territorial administration.

	
	Confused Intervention
	the intervention choice is not appropriate to the critical event.

	
	Staff Employment
	job allocation of staff according to roles and competencies and the presence or absence of staff in terms of quantity and adequacy.

	
	News Spread
	handling cases of media relevance.

	
	Prisoner Integration
	difficulties in placing individuals in a restricted context, often worsened with foreign detainees for language issues.

	
	Chain Investigation
	sudden search for a linear causality in the genesis of an event; involves many figures.

	
	Indult and Release
	sudden organisation, in the case of granting of exemption from punishment, or gradual reintegration following release of the individual.

	
	Non-Intervention
	not carrying out the intervention due to underestimation of problems or lack of necessary resources.

	
	Request Denial
	refusal of prisoners’ requests, e.g., to meet with family members, clarify legal status, grant bonus leave.

	
	Staff Request Denial
	refusal of staff’s requests, e.g., r reduction of workload and granting of relocation.

	
	Work News
	introduction of new working practices for prison workers, e.g., issuing new laws or operational protocols, involving a change in roles and activities.

	
	Organisational Problems
	staff problems arising when physical resources or skills are lacking or when protocols are too rigid

	
	Being Together Issues
	lack of contact between detainees or between operators and detainees, presence of a self-defensive climate.

	
	Prisoner Displacements
	moving a prisoner from a section to another for health or disciplinary reasons or for structural problems.

	
	Staff Displacements
	moving staff from a section to another for health or disciplinary reasons or for structural problems

	
	Office Relocation
	relocation of an administrative department or office which also involves resources’ relocation

	
	Transfer of Prisoners
	transferring a prisoner to another institution or location for external activities.



	Structural Problems
	events arising from external factors or workplace inadequacy

	
	Environmental Emergency
	consequences of environmental emergencies such as earthquakes, floods, hurricanes, etc.

	
	Structural Emergency
	lack of adequate sections or spaces, equipment malfunctioning, buildings collapse due to lack of maintenance.



	Breach of Rules
	intentional behaviour aimed at violating shared norms.

	
	Physical Aggression
	active behaviour by detainees, sometimes towards operators, which causes are difficult to identify as closely linked to situation

	
	Verbal Aggression
	insults towards operators with the intention of disqualifying their role.

	
	Staff Verbal Aggression
	inappropriate verbal behaviour of operators towards other operators or towards detainees.

	
	Barricade
	making an area of the institution inaccessible for a demonstrative or blackmailing function.

	
	Property Damaging
	damage to places or objects for demonstrative or blackmailing purposes

	
	Evasion
	not returning from leave or escaping from prison

	
	Detainee/Staff Management
	issues arising from critical conflict relationships between an operator and a detainee.

	
	Fire
	demonstration action for which a fire is set.

	
	Threats
	directed at staff against the organisation with a view to obtaining benefits.

	
	Object Concealments
	exchanging objects with visitors for personal or protest purposes

	
	Drugs Possession
	possession of drugs, for use or exchange to obtain benefits from other prisoners

	
	Prisoners’ Protest
	individual or group response to denial of requests made or blackmail method to obtain benefits.

	
	Staff Protest
	usually of a non-violent nature, used to get the organisation’s attention to work-related issues

	
	Prisoner Withholding of Instructions
	detainee's refusal to follow daily prescriptions, lack of compliance with schedules or rules.

	
	Staff Withholding of Instruction
	refusal of the operator to follow organisational prescriptions with the aim of reducing work-related discomfort.

	
	Prisoner’s Disappearance
	disappearance of a detainee who, after meals or an outdoor activity, does not answer the call.

	
	Attempted Evasion
	attempt not to return from leave or escape from prison

	
	Rules Violation
	violations in daily life, such as not coming home on time from walks, not showing up for assigned work, etc.

	
	Breach of Licenses
	failure to return (on time and within the prescribed limits) from an approved permit or special leave.



	Medical Matters
	covers all situations, emerging or chronic, requiring medical intervention.

	
	Staff Death
	accidental or occupational death of an operator.

	
	ER Or Hospitalization
	transferring to external places of treatment if the intervention cannot take place inside the prison.

	
	Prisoner Physical Illness
	chronic or minor diseases requiring a medical and pharmaceutical 

	
	Epidemic Risk
	presence of an infectious disease leading to isolation of the patient to secure detainees and officers.



	Individual discomfort
	discomfort, stress and pain of prisoners and operators

	
	Individual Discomfort
	personal problems concerning the psychophysical discomfort generated because of prisoners’ non-resignation to sentence or distance from their family.

	
	Problematic Prisoner
	prisoners with a complicated custodial history often combined with a medical condition.

	
	Staff Individual Discomfort
	stress and psychological distress, often work-related, leading to addiction, depression, or self-harm.

	
	Homicide
	prisoners or workers who, due to their psychophysical alteration, fatally injure another person within the institution.

	
	Family Problems
	situations of distress resulting from family problems that cannot be resolved due to detention status

	
	Detainee’s Demands
	requests for help or clarification that fail to be solved for bureaucratic reasons resulting in psychological distress



	Self-harm
	expression of distress through self-directed aggressive behaviour.

	
	Self-Harm
	self-harming and parasuicidal behaviour

	
	Self-Harm Threat
	threat of self-directed aggressive behaviour with the aim of gaining attention, response to requests or benefits

	
	Hunger Strike
	attempt at starvation by refusing food for psychological or instrumental reasons.

	
	Thirst Strike
	attempt to dehydrate by refusing to drink for psychological or instrumental reasons.



	Suicide
	engaging in life-denying behaviour

	
	Prisoner Suicide Threat
	the prisoner threatens to commit suicide, often to gain attention or benefits.

	
	Prisoner Suicide
	the prisoner commits suicide, often following a distress for detention condition.

	
	Staff Suicide
	a staff member commits suicide, often resulting from burnout.

	
	Prisoner Attempted Suicide
	the prisoner attempts and fails in committing suicide, often because of the immediate intervention of staff members or other detainees. 

	
	Prisoner Suicide Intent
	the prisoner plans to commit suicide, often for individual discomfort or educational problems which prevent them from understanding what is happening



