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Abstract 

In this paper, we use the Shannon-Weaver model of communication to critically analyze 
the communications process in the case of commuter protests along the Sydney Metro 
South-west project (Chuter & McIlroy, 2022), revealing the importance of effective 
communications management in complex urban infrastructure. Meanwhile, a set of 
practical recommendations is provided to improve the communication management 
between the project team and the community. The Protest revealed not only public 
dissatisfaction with urban planning, but the critical necessity of competent 
communication management in massive infrastructure projects. While the Shannon-
Weaver communication model provides a framework for reviewing communication 
processes, it also has limitations in ignoring the interactive nature of communication 
and the influence of socio-cultural factors. Therefore, it is advisable to adopt a more 
comprehensive approach, incorporating alternative theoretical frameworks, when 
evaluating communication management strategies for public transportation planning 
projects. In order to improve the communication management between the project team 
and the commuter residents, following recommendations are made: a. Use two-way 
dialogue and participatory decision-making mechanisms to increase engagement and 
reduce conflict in the community. b. Participate in social media interaction to provide 
more detailed project information and mitigate the negative impact of social media noise. 
c. Emphasise culturally sensitive communication and tailor diverse messaging to the 
needs and preferences of different cultural communities. d. Establish an evaluation and 
adjustment mechanism to collect feedback on a regular basis and make adjustments 
based on the evaluation results. These recommendations aim to enhance project 
acceptance, minimize conflict risks, and offer guidance for future public transport 
projects. However, project success ultimately hinges on the effective implementation of 
the communication strategy, and the project team must be flexible in addressing 
challenges and consistently refine the communication management strategy to align 
with urban development needs. 
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1. Introduction 

In the modern world, public transportation plays a pivotal role in urban development, and its 
project planning frequently encounters intricate management challenges. Sydney, one of 
Australia's largest cities, has been developing its transport infrastructure to accommodate its 
growing population, exemplified by the introduction of the first operational metro system in 
Oceania (2022). 
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As a typical ‘Mega-Project’, Sydney metro entails extensive construction and engages diverse 
stakeholders. Thus, effectively managing and aligning the expectations and concerns of all 
stakeholders is critical (Chuter & McIlroy, 2022), which highlights the importance of the project 
management team's communication and leadership skills. 

 

It is notable that, during the early construction of the Southwest Line, protests erupted among 
affected commuters who strongly opposed the removal of nearby railway stations, which 
reflected the concerns and dissatisfaction of nearby commuters and presented a unique 
management challenge for the Sydney Metro project. 

 

This paper utilizes the Shannon-Weaver model to analyze the communication management of 
the Sydney metro system. It conducts a critical evaluation of the efficiency of communication 
strategies employed between the project team and the community (Chandler & Munday, 2020). 
Furthermore, it puts forth a set of specific recommendations designed to tackle communication 
challenges effectively, with the ultimate goal of offering valuable insights for future project 
implementations. 

 

2. Case Description 

The Sydney Metro project, a significant infrastructure initiative in Australia, aims to improve 
urban mobility and enhance public transportation efficiency. However, the early stages of the 
project, particularly the government's plan to convert the railway station near the Southwest 
line into a metro (Mirage News, 2023), have triggered extensive protests primarily led by 
commuters living along the route. These commuters established online forums to deliberate on 
the rationality of the conversion from a railway to a metro system, as well as its extensive 
impact on the local residents (Chuter & McIlroy, 2022). 

 

According to recent news reports, the local government's specific transformation plan involves 
converting the Sydenham-to-Bankstown rail line into Southwest Metro Line T3 (2023), which 
has raised public concerns regarding whether the government is prioritizing the interests of 
subway developers while overlooking the needs of nearby residents. Participants in the 
protests argue that if this public decision is formally implemented, nearly twenty thousand 
commuters will be forced to transfer at railway junctions, adding unnecessary commuting time 
and ultimately having a detrimental impact on the entire Sydney railway network (McLeod & 
Visontay, 2023). 

 

Protesters also dispute the government's promotion of the metro system as superior to the 
existing rail system (Vella, 2023), asserting that public funds should be allocated to improving 
Western Sydney's current transportation infrastructure rather than constructing a new metro 
line (Sullivan & Dye, 2019). These controversies persist through both social media channels and 
offline protests, offering a platform for public expression and making Sydney's transport 
developments a widely discussed topic. 

 

In summary, the Sydney Metro project faced communication challenges with commuters along 
its route during its early phases. The project management team failed to effectively convey the 
project's intentions, coupled with public mistrust of the developer who has a stake (Vella, 2023), 
resulted in substantial protests, and there is an urgent requirement to thoroughly analyze and 
enhance the current communication issues within the project to ensure the project's promotion. 
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3. Communication Strategy Analysis 

The protests following the cancellation of the railway station plan highlight the public's limited 
understanding of the government's transportation planning, to identify the factors influencing 
the effectiveness of communication strategy in this project, this paper use Shannon-Weaver 
communication model to conduct a comprehensive analysis of the communication strategies 
implemented in the metro line project. 

Shannon-Weaver's model of information transmission, commonly used to analyze various 
elements in the communication process, encompasses six key components: Sender, Encoding, 
Channel, Decoding, Receiver, and Feedback (Chandler & Munday, 2016). Importantly, it 
identifies potential noise interference during the information transmission process. This model 
provides a valuable framework for understanding the communication process and the 
following analysis examines the relevant elements through the lens of the Shannon-Weaver 
communication model. 

Initially, both the New South Wales Government and the Sydney Metro project team served as 
information senders, they collaborated to develop the Sydney Metro  construction project plan. 
This plan involved the closure of train services along the Southwest line and the proposal to 
replace trains with buses or light rail. After that, they translated this information into suitable 
forms for delivery, such as newspaper articles, public speeches, or other official media channels 
(Sullivan & Dye, 2019). 

Given the significance of urban public transport planning decisions, the Sydney Metro project 
team adopted a cautious approach to information dissemination. They relied on official internal 
documents issued by Transport for NSW as the sole authorized medium for information 
dissemination. Subsequently, commuters in proximity to the project site, as one of the recipient 
groups, decoded the messages conveyed by the government and the metro project team. They 
interpreted that the cancellation of the train station plan would affect their future commuting 
activities (McLeod & Visontay, 2023), in response, they quickly organized offline protests and 
participated in forums. The Shannon-Weaver communication model recognizes that 
communication is non-linear and acknowledges the presence of noise factors, including 
information opacity, receiver distrust, and distortions in social media coverage, which can 
interfere with the accurate delivery and reception of authentic information. 

By employing the Shannon-Weaver communication model, the challenges faced by the 
government and the project management team in communicating with the public can be 
systematically analyzed and addressed (Chandler& Munday, 2020), ultimately enhancing the 
communication strategy for the South West Line Metro project. 

Firstly, the project management team can establish multiple channels for information 
dissemination, including official information dissemination channels on various social media 
platforms to provide more detailed project information. This approach ensures the accurate 
dissemination of information while using transparent and easily understandable language to 
explain the decision's intent, thereby gaining greater support from residents. Furthermore, 
governments and project management teams should proactively address misleading 
information to mitigate the impact of social media on public perception (Sullivan & Dye, 2019). 
Maintaining transparency and consistency is crucial in building trust throughout this process. 
Project management teams must maintain message consistency to avoid confusion and 
contradictions, thereby mitigating the distortion of accurate information by noise factors. 

Theoretically, by implementing these measures, the project management team can enhance 
communication with the public, reduce noise interference, improve the quality of information 
transmission, and gain widespread acceptance from residents. This, in turn, contributes to the 
successful progress of the project. 



International Journal of Science Volume 10 Issue 12, 2023 

ISSN: 1813-4890  
 

167 

4. Theory-Informed Critique 

As a theoretical framework for communication, the Shannon-Weaver model provides  a clear 
deconstructive perspective that exhibits significant applicability and validity in analyzing the 
communication management process. By identifying the elements of sender, message, encoding, 
mediator, decoder, and receiver, the model offers an in-depth understanding. Moreover, the 
Shannon-Weaver model draws attention to potential communication issues like information 
opacity and noise interference (Chandler & Munday, 2020), which helps to explain why 
residents are dissatisfied with government policy, leading to more focused improvements in 
stakeholder communication, highlighting the potential advantages of the theory when applied 
to the management of communication in large-scale public transportation projects. 

However, there are still some limitations of the Shannon-Weaver model that need to be further 
discerned. For example, the model tends to view communication as a linear process, and this 
unidirectional perspective may simplify the complexity of messaging in actual protest events, 
ignoring the interactions and confrontations between different stakeholders, which may not be 
able to explain all the situations in a protest event if they are not adequately accounted for, and 
therefore the Shannon-Weaver model can be used in conjunction with Judith H. Dwyer's theory 
of communication as an interactive process, the latter emphasises that communication is not 
an interactive process involving multiple parties, also involves asking questions, sharing ideas 
and adapting to the other party's response (Chandler& Munday, 2020), which helps to 
understand the complex process of project communication in a complementary way. 

On the other hand, the Shannon-Weaver model focuses on technical messaging and pays less 
attention to the impact of diverse socio-cultural contexts on messaging. For example, the 
Sydney Metro South West Line may encompass several different cultural groups, each with 
their own values and political leanings. Some environmentally concerned groups may be 
supportive or neutral towards train stopping measures (Visontay, 2019), and this acquiescence 
is often not vocalised, whereas groups with long commutes may be more concerned about the 
disruption to traffic caused by the construction, and therefore strongly oppose it and continue 
to speak out (Visontay, 2019). These two groups should not be lumped together under the label 
of 'commuters along the line', and Hofstede's model of cultural dimensions can be introduced 
to measure the characteristics and preferences of different cultures for more targeted 
communication (Chandler& Munday, 2020). 

In summary, the Shannon-Weaver communication model serves as a valuable starting point for 
comprehending messaging within protest events. Nevertheless, it is crucial to acknowledge the 
model's limitations when analyzing such occurrences. To gain a more comprehensive 
understanding of communication management in similar events, it is advisable to combine the 
Shannon-Weaver model with the Judith H. Dwyer's theory of communication and the Hofstede's 
model of cultural dimensions, so that we can more fully anticipate communication management 
situations and provide more direction and depth for future research. 

 

5. Recommendations 

After conducting a thorough analysis of both the strengths and limitations of the Shannon-
Weaver communication model and re-evaluating the communication challenges observed 
during the Sydney Metro project protests, this paper proposes the following recommendations 
to improve the management of communication between the project team and the community, 
to decrease the dissatisfaction and protests of stakeholders, and increase the acceptance of the 
project. 
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a) Use two-way dialogue and participatory decision-making. To enhance community 
engagement and minimize conflicts, it is imperative that the project management team actively 
listens to the diverse perspectives of various stakeholder groups. Online, an forum website can 
be established as an important tool for communities to communicate with the project 
management team while increasing policy transparency; offline, communities can feel that their 
voices are being heard and long-term trust can be built by organizing stakeholder meetings, 
setting up community advisory committees, or establishing solid links with community 
representatives. 

 

b) Strengthen social media engagement and interaction. Social media has become one of the 
important information dissemination channels in modern society. The project management 
team can set up a special social media group to post regular updates on project progress and 
important decisions, but should pay attention to the use of clear, easy-to-understand language 
and avoid bureaucratic terminology, to help the general public better understand the project's 
decision-making and intentions, and, at the same time, to monitor and correct inaccurate 
information in a timely manner, and to adopt official statements to mitigate the negative impact 
of social media noise. 

 

c) Focus on culturally sensitive communication. The commuter group in this case covers a wide 
range of cultural backgrounds. The communication staff in the project management team can 
receive cultural sensitivity training to better understand and respect the needs and preferences 
of different community cultures, and tailor a variety of messaging methods, including 
community radio, social media, religious groups, and cultural centres, to ensure that the 
message is better communicated to the target audience, thus reducing the noise in the 
messaging. 

 

d) Establish evaluation and adjustment mechanisms. It includes collecting regular feedback, 
analysing social media data, organising community satisfaction surveys, etc. Based on the 
evaluation results, the project team should take necessary adjustments and improvements to 
continuously optimalise the communication strategy. 

 

The above recommendations, based on the Shannon-Weaver communication model and 
combined with other theoretical frameworks, fully consider and actively respond to the needs 
and concerns of stakeholders, which helps to improve the acceptance of the project, provides 
the possibility of best practices in the communication relationship between the project team 
and the community, and lays a solid foundation for the smooth operation of similar public 
transport planning projects in the future. 

 

6. Conclusion 

This case is a microcosm of the Sydney Metro project (Vella, 2023), underscores the paramount 
importance of effective communication management in large-scale infrastructure projects. The 
Shannon-Weaver communication model has proven to be a valuable tool for analyzing project 
communication processes and revealing potential disruptions in the communication flow 
(Chandler& Munday, 2020). 

However, the model has its limitations, primarily in its linear view of communication, 
insufficient consideration of interactive elements in communication, and an oversight of the 
influence of socio-cultural factors on information dissemination. To enhance communication 
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management strategies for public transportation planning projects, it is crucial to augment the 
Shannon-Weaver model with additional theoretical frameworks, facilitating more effective 
control of the communication process. 

We have proposed several recommendations to enhance communication management. These 
include establishing two-way dialogues, implementing participatory decision-making 
processes, strengthening engagement through social media, giving priority to culturally 
sensitive communication, and incorporating assessment and adjustment mechanisms. These 
measures will contribute to increased project acceptance and a reduction in conflict and 
protests. 

As urban development and infrastructure construction continue to advance, similar 
communication challenges will persist. We believe that the recommendations in this paper will 
serve as a guiding framework for implementing best practices in public transportation planning 
projects. However, project success depends on executing effective communication strategies, 
which necessitates ongoing adaptability and refinement of communication management 
approaches to meet evolving urban development needs and ensure efficient transportation 
services. 
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