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Infrastructure projects are undertaken as public-private partnership (PPP) projects to increase the capacity for deliver-
ing multiple projects and to bring in the expertise of the private sector. There is a need to investigate whether the
community perception of an infrastructure project delivered in PPP mode differs from a similar project delivered in
non-PPP mode. To address this gap, we contrast the social media exchanges of the Hyderabad and the Kochi metro
rail project in India. The community in both megaprojects was concerned about accidents, parking charges, and opera-
tional issues and accepted the focus on sustainability and inclusivity. Public perceptions on social media showed that
the PPP project attracted more targeted criticism — particularly concerning fare structures and operational issues — of-
ten directed specifically at the private partner rather than the government. The research shows how listening to the
community through social media can help structure better PPP and non-PPP megaprojects and create more societal

impact.

Keywords: communications & control systems/community/megaproject/project community/public—private partnership (PPP)/social
impact/social media/UN SDG 9: Industry, innovation and infrastructure/UN SDG 11: Sustainable cities and communities

1. Introduction

Infrastructure facilities such as roads, railways, and metro rails are
required to increase other business sectors’ productivity and seam-
less functioning (Deng, 2013). Building these infrastructure assets
requires a massive sum of money, for which the participation of
the private sector is necessary for financing these constructions,
for the technical bandwidth for implementation, and for bringing
about efficiency during the operation phase of these assets
(Mahalingam, 2010). Thus, opting for financing by way of a public—
private partnership (PPP) can expedite the completion or feasibility
of a project.

Infrastructure projects wield significant societal impact, yet they
also are captivating, complex, and controversial, with inherent
control issues, all of which often bring inconveniences to the sur-
rounding populace — the project community (Frick, 2008). The
project community plays diverse roles in the realm of a megapro-
ject, encompassing roles as embedders, resisters, and occasional
celebrants of its impact. They embody various positions — they
could be potential end users, contributing through funding as tax-
payers, and holding the ultimate democratic authority as voters
while also being most affected by inconveniences, bearing the
brunt of noise, pollution, and disruption caused by the project

(Ninan, 2022). In megaprojects, the extensive interactions
between the project and the community necessitate the manage-
ment of numerous community members (Chinyio and Akintoye,
2008). Negative perception toward the project might prompt
stakeholders to actively oppose its implementation and even boy-
cott its services during operation. The repercussions can be pro-
found; the loss of public backing could culminate in project
cancellations. Effectively handling these stakeholders becomes
crucial, given that the perception of a project’s deliverables by
the communities affected significantly influences its success
(Cornelissen, 2004). Community resistance issues can get aggra-
vated for PPP projects, where profits are made for a private entity
from a public asset. There is an ongoing debate in infrastructure
research and practice regarding whether private organisations can
deliver public infrastructure projects. There is a need to investi-
gate whether the community perception of an infrastructure pro-
ject delivered by private organisations, that is in the PPP mode,
differs from a similar project delivered by government organisa-
tions, that is, in non-PPP mode.

This research seeks to understand how the project community per-
ceives the performance of a PPP infrastructure project in contrast
to a non-PPP infrastructure project and we focus on the

Downloaded by [ TU Delft Library] on [23/06/25]. Copyright © |CE Publishing, all rights reserved.


mailto:J.Ninan@tudelft.nl
https://www.icevirtuallibrary.com/topic/03_2009
https://www.icevirtuallibrary.com/topic/03_2011
https://www.icevirtuallibrary.com/topic/03_2009
https://www.icevirtuallibrary.com/topic/03_2011
https://doi.org/10.1680/jmuen.24.00004

Municipal Engineer

Social media buzz: what matters to people
around PPP and non-PPP infrastructure projects?
Ninan and Kundu

operational phase of infrastructure, recognising it as the juncture
where the public can articulate their satisfaction with the delivered
outcomes. Thus, the following research question is addressed in
this article: how does the project community perceive the perform-
ance of a PPP megaproject in contrast to a non-PPP megapro-
ject? Lately, with the swift evolution of social media platforms,
there is a digital opportunity for community to express their con-
cerns from which officials and managers can extract valuable, up-
to-date insights into the perspectives of project communities
(Ninan, 2022). Therefore, we specifically ask how social media
buzz varies for a PPP and non-PPP project and what this means
for future projects.

This research is confined to a cross-case study focusing on a com-
parison between two specific projects: the Hyderabad metro rail,
operating under a PPP structure, and the Kochi metro rail, which
functions as a non-PPP project. The focus is on social media
because the interaction between the project and its broad project
community spanning a city is in the digital space. The article is
structured as follows. First, an overview of the literature on the
infrastructure and PPP projects, the importance of perception of
PPP projects, and the use of social media for community percep-
tion is discussed in the literature review section. The research
methodology section delves into the decisions made regarding the
selection of the Hyderabad and the Kochi metro rail projects, elu-
cidating the rationale behind these choices. It also outlines the
instruments used for data collection and details the qualitative
analysis methods employed in the study. The empirical findings
on the social media discourse of both projects follow this. Then,
the implications of the similarities and differences between strat-
egies and community perception between the PPP and non-PPP
projects are discussed. In the conclusion section, the research
underscores its significant contributions, outlines the identified
limitations, and presents recommendations for future studies in
the field.

2. Literature review

Infrastructure projects can be delivered using different business
models. One such business model is PPP, which involves a collab-
orative setup between multiple public and private sectors, often
established for the long term (Hodge and Greve, 2007).
Essentially, PPP entails a joint effort between the government and
private enterprises, aimed at project completion and service provi-
sion for the benefit of the population. In contrast, in non-PPP, the
projects are constructed and managed only by the government
(Caves, 2004). The expectation is that PPPs can better meet ini-
tially planned and agreed-upon budgets and schedules due to pri-
vate sector efficiencies (Verweij and Van Meerkerk, 2021). Hence,
PPPs are favoured for infrastructure projects in most countries
since financing and management of infrastructure are problems
for the government’s limited capacity, and public funds are freed

up for investments in sectors where private investment is
impossible.

The social sustainability of PPPs has been under scrutiny as these
projects experience challenges in achieving the intended social le-
gitimacy and lack support from the community (Castelblanco et al.,
2022). Social legitimacy is a precursor for social value creation in
PPPs and involves the social appropriation and the desirability of
projects by local users and communities (Montalban-Domingo
et al., 2019). Studies on PPPs have traditionally focused on value
for the private sector and less on the importance of community and
their legitimacy concerns. In PPP projects, challenges to social le-
gitimacy, including issues related to social involvement, distrust
among affected communities and the private consortium, and the
absence of social criteria within toll tariff policies, are notable con-
cerns (Castelblanco et al., 2022).

The sustainability of PPP projects hinges on their ability to gener-
ate value, signifying the accumulation of benefits for various
stakeholders from both the public and private sectors, such as
reducing public fiscal pressure and increasing life-cycle cost effi-
ciency (Kivleniece and Quelin, 2012). Notably, the operations
phase is critical for PPP projects since it lasts the longest (Ninan
and Yadav, 2023), public sector role involvement is reduced
(Castelblanco et al., 2022), the project community is sensitive to
variations in tariffs and service levels (Levitt and Eriksson, 2016),
and private sector profits are realised in this phase. In the context
of PPP projects, the community plays a crucial role in assessing
their social legitimacy. This assessment revolves around compar-
ing the initial promises made by governments during the project
planning phase against the actual fulfilment of these promises by
the concessionaire throughout the project’s implementation and
operational stages (Boyer, 2019). The project community acts as
constant evaluators, observing, perceiving, and judging whether
the project organisation merits their support and resources often
comparing the project with peers (Sergeeva and Ninan, 2023).
They continuously assess whether the project activities conducted
nearby align with their expectations. Tariff and pricing structures
often become focal points eroding the social legitimacy of PPPs.
Consequently, community concerns arising from these issues may
lead to the early transfer of projects back to the public sector
(Kivleniece and Quelin, 2012). Trust networks — informal or for-
mal relationships among actors that facilitate co-operation and the
sharing of resources — have been shown to significantly influence
the agility and effectiveness of institutional responses (Warsen
et al., 2018). These trust networks are especially relevant for
understanding how public transport agencies collaborate with
other stakeholders under conditions of uncertainty (Ninan et al.,
2024). There is a need to explore how social involvement and dis-
trust issues can be addressed in PPP projects, and social media is
an effective means of doing so in the modern digital era.
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Social media data have emerged as a valuable resource for investi-
gating customer sentiments, opinions, and relationships, holding
significant potential beyond just entertainment (Mostafa, 2013).
Its effective implementation in a business setting can substantially
impact the sustainability of a business, particularly in economic
and social aspects (Golden, 2010). The focus on social media over
other forms of media stems from its unique ability to allow organi-
sations direct engagement with the public whenever needed. It
serves as a hub summarising interactions across various media
channels and an avenue for project narratives operate (Sergeeva
and Ninan, 2022). The benefits it offers to businesses are vast:
faster and more frequent communication, broader outreach,
increased brand visibility, improved awareness, better understand-
ing of current issues, effective knowledge management, increased
website traffic, enhanced online visibility, and a direct channel for
consumer—company interaction (Mathur et a/., 2021; Ninan and
Yadav, 2023).

Published studies combining social media and project manage-
ment have explored various facets. Some focus areas include lev-
eraging social media for enhanced project learning (Rosa et al.,
2016), fostering better intra-project communication or collabora-
tion (Kanagarajoo et al., 2019), utilising social media as a brand-
ing platform (Ninan, 2022), and managing external stakeholders
in megaprojects through social media (Mathur et al., 2021).
Particularly in infrastructure projects, the use of social media to
study the opinions and concerns of the community can help these
projects understand what the project community considers essen-
tial (Williams et al., 2024). Hence, the swift evolution of social
media platforms has become an avenue for communities to voice
their concerns and express opinions offering officials and manag-
ers a valuable source of fresh perspectives regarding project com-
munities, whether in PPP or non-PPP infrastructure projects.

3. Research setting and method

We have adopted a multiple-case study approach to delve into the
varying dynamics of social media buzz between a PPP and a non-

Table 1. List of operational metro rail projects in India

Name of the metro rail City, state

Kolkata Metro
Delhi Metro
Bengaluru Metro
Mumbai Metro
Jaipur Metro
Chennai Metro
Kochi Metro
Lucknow Metro
Hyderabad Metro

Kolkata, West Bengal
New Delhi, Delhi
Bengaluru, Karnataka
Mumbai, Maharashtra
Jaipur, Rajasthan
Chennai, Tamil Nadu
Kochi, Kerala

Lucknow, Uttar Pradesh
Hyderabad, Telangana

Noida Metro Noida, Uttar Pradesh
Ahmedabad Metro Ahmedabad, Gujarat
Nagpur Metro Nagpur, Maharashtra

PPP project. This method allows us to deeply explore this phe-
nomenon within its context, preserving real-life occurrences’ com-
prehensive and authentic characteristics. Following the theoretical
replication logick (Yin, 2009), we deliberately selected two cases —
a PPP metro rail project in Hyderabad and a non-PPP metro rail
project in Kochi, both in India. These cases were chosen for their
likelihood to present different or even contradictory findings, func-
tioning essentially as two distinct experiments. By comparing the
emerging insights from these cases, akin to polar experiments
described by Eisenhardt (1989), we aim to discern differences and
uncover potential similarities.

Across the world, there are over 193 metro rail systems spanning
approximately 17 000 km with 13 000 stations, and the presence
of these metro systems indirectly influences the developmental
landscape of regions (UITP, 2022). In India, the pursuit of devel-
opment through metro rail initiatives commenced notably with the
Kolkata Metro in 1972 and gained momentum with the Delhi
Metro in 1998 (PIB, 2025). Inspired by the success of the Delhi
Metro, several metro rail projects were subsequently initiated
across the country, as outlined in Table 1.

Since we aim to compare the difference in community perception
of a PPP metro rail project and a non-PPP metro rail project, we
chose the system in Hyderabad and Kochi. Hyderabad metro rail
is the world’s largest PPP project in the metro rail sector (Ltmetro,
2025) and the only PPP metro rail project in India — therefore, it
was the default choice providing a unique opportunity to study
community perceptions in this mode. There are multiple non-PPP
metro rail projects in the country, and for an adequate comparison,
we required a similar non-PPP project to the Hyderabad metro
rail. We looked at projects that started at a similar time as
Hyderabad metro rail and considered projects such as Kochi and
Lucknow metro rail. Of the two, Kochi metro had similar maturity
as Hyderabad metro and was selected for this research. Kochi
Metro Rail began operating in the same year as Hyderabad Metro
Rail, that is, 2017 and both cities feature on the list of largest cities

Operation begin date Delivery model

24 October 1984 Non-PPP
24 December 2002 Non-PPP
20 October 2011 Non-PPP
8June 2014 Non-PPP
3June 2015 Non-PPP
29 June 2015 Non-PPP
17 June 2017 Non-PPP
5 September 2017 Non-PPP
29 November 2017 PPP

25 January 2019 Non-PPP
6 March 2019 Non-PPP
8 March 2019 Non-PPP
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in southern India, with more than 3.5 million population. Hence,
Hyderabad and Kochi metro rail projects are contrasted in this
study.

The Hyderabad Metro Rail stands as a rapid transit system cater-
ing to Hyderabad, Telangana, India, boasting 57 stations and rank-
ing as the second-largest operational metro network in the
country. This project operates under a PPP, where the state gov-
ernment holds a minority equity stake, indicating its role in over-
sight and partial financial backing, while the private partner,
Larsen & Toubro (L&T), is responsible for Design-Build-Finance-
Operate-Transfer (DBFOT) based on the contract (HMRL, 2025).
In contrast, the Kochi Metro operates as a rapid transit system
serving Kochi in Kerala, India. Notably, it was opened to the pub-
lic within a remarkable 4-year construction period, earning recog-
nition as one of India’s fastest-completed metro rail projects.
Commencing operations on 17 June 2017, the Kochi Metro is pres-
ently managed by Kochi Metro Rail Limited, with equal sharehold-
ing between the Government of India and the Government of
Kerala. For a detailed comparison between the Hyderabad and
Kochi metro rail projects, refer to Table 2.

We selected social media to study these projects, as, in contrast to
existing traditional approaches such as opinion polls and surveys
(Umar, 2019), data from social media can constitute an online natu-
ralistic inquiry with unobstructed and retrospective data (Sergeeva
et al., 2022). Twitter was selected in this research due to its popular-
ity in India in 2019, with over 34.4 million monthly active users
(Jain, 2019). Worldwide, the Twitter platform is considered as the
standard for capturing community perceptions due to its ability to
offer real-time insights and diverse opinions (Steinmetz et al.,
2021). Tweets of different Twitter users on these metro rail projects
were collected using a web crawler between 1 January 2019 and 31
December 2019. The selected keywords, ‘Hyderabad Metro’ and
‘Kochi Metro’, serve as the titles for both projects. It is recognised
that certain tweets might not have been captured if they discussed
these projects without directly using these specific keywords. Two
primary Python libraries were employed for collecting tweets based
on specific keywords and duration. The standard HTTP request
library in Python was used to extract tweets by generating links
through advanced search based on the selected keywords and

hashtags. The get() method was used to send requests to the speci-
fied URLs. In addition, the Beautiful Soup Library facilitated web
scraping by parsing the HTML responses obtained from Twitter. It
allowed for systematic extraction and structuring of relevant tweets.
To ensure data accuracy, the unique ID of each tweet was checked
to eliminate duplicates. All the collected data were then organised
and stored in a comma-separated values file for analysis and further
examination. We retrieved 908 tweets from the Hyderabad metro
rail project and 344 tweets from the Kochi metro rail project during
this period. For data presentation in the findings sections, we have
removed the source of information of social media data to protect
the identity of the users following ethical guidance of using social
media data following the guidance of Taylor and Pagliari (2018)
who suggest the removal of Twitter usernames and direct links to
tweets to protect personal identity information and address ethical
challenges of using social media data.

Our approach involved content analysis coupled with open coding
of the collected tweets, aiming to grasp the essence conveyed by
each tweet. This method entailed meticulously examining each
tweet to discern its underlying meaning or message. Rather than
solely prioritising the frequency of specific message variables, we
honed in on the contextual significance of the text (McTavish and
Pirro, 1990) to capture deeper insights, as Braun and Clarke
(2006) note that having more instances does not necessarily mean
the theme is more crucial. Krippendorff (2018) argues that every
content requires a context and therefore understanding the context
is essential for making sense of the data. The process was highly
iterative, demanding multiple readings of the tweets. Often, spe-
cific categories or themes only surfaced upon subsequent readings,
emphasising our focus on content and meaning (Steger, 2007). For
example, ‘services during flash floods’ addressed immediate mo-
bility needs, complementing core services and therefore we catego-
rise it as service complements. In contrast, ‘free rides to evacuate
people’ demonstrated proactive community engagement, reflecting
cultural values of social responsibility. These examples, while both
requiring immediate action, were classified under different themes
due to their distinct strategic orientations and the thematic differen-
tiation was guided by the underlying intent and scope of the
action, not solely the immediacy of the response. This iterative
nature allowed us to uncover deeper layers within the tweets and

Table 2. Comparison of Hyderabad metro rail project and Kochi metro rail project

Hyderabad metro rail project

Began operation 29 November 2017
System length 72km

Number of lines 3

Number of stations 57

Daily ridership 490 000

Delivery model PPP

Largest shareholder

Larsen & Toubro (private agency)

Kochi metro rail project

17 June 2017

25.6km

1

22

65 000

Non-PPP

Government of India and Government
of Kerala (government agencies)
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extract meaningful insights that might not have been immedi-
ately apparent.

4. Findings

The cross-case social media study of the Hyderabad and Kochi
metro rail projects enabled us to understand how the community
perceives the performance of both projects, as highlighted in the
following.

4.1 Hyderabad metro rail project — the PPP project
The community complemented the project operations with multi-
ple tweets recognising its facilities and services. In one instance,
the metro rail staff even helped a commuter find their lost mobile
within 15 min, and the user took to Twitter to express gratitude.
There were also tweets of protests, such as when a 24-year-old
woman died after a concrete slab from a surface wall of the
Ameerpet metro rail station in Hyderabad metro rail fell on her.
Many community members responded to the accident negatively,
claiming that the accident was a severe issue and raised safety
concerns for the passengers. A user tweeted, ‘A human life is lost
due to pure negligence and irresponsible maintenance by L&T.
Who will take responsibility and what action is being taken’
(22 September 2019).

In another instance, there was community pushback on the high
parking charges at the metro rail stations with users (Paul, 2024).
One user explained this, ‘@/tmetro L&T is a private entity. Their
first priority will be the profitability of the venture, even if it
means compromising on certain critical aspects. All other state-
ments they make are purely PR gimmicks. They need to recover
their investment asap. Sad!!’ (23 September 2019). There were
also many negative tweets regarding technical glitches in which
passengers were dissatisfied. Due to these technical glitches, there
have been many issues on rainy days where passengers were
asked to deboard from the trains. The community also deemed the
station layout inadequate as a user noted, ‘The entry, exit, wash-
rooms, signboards, are poorly planned. Signboards are so confiis-
ing in some stations; we better not follow them’ (22 September
2019).

The community received the project’s involvement in the city’s
social needs with open arms. The project allowed passengers to
travel without a ticket and evacuate the area when a fire broke out
in the city. A user tweeted, ‘Great gesture by #HyderabadMetro to
let people use the metro without tickets to vacate the Nampally
area avoiding the traffic and chaos — thoughts and prayers with
the people affected. God have mercy #hyderabadfire’ (30 January
2019). Other initiatives, such as encouraging women metro train
drivers, innovative footpath designs, smart bikes, and free electric
vehicle charging stations, were well received by the community
(Manish, 2017).

4.2 Kochi metro rail project — the non-PPP project
The community complemented the Kochi metro rail’s services,
especially during the floods when the metro rail became a good
mobility choice. A user tweeted, ‘My father was stranded today
morning at Ernakulam south railway station & no vehicles were
available. With great difficulty & swimming skills, he managed to
reach the metro station. Flash floods have affected a lot of com-
muters like my dad. Thanks to #kochimetro® (21 October 2019).
At the same time, there were issues with accidents in the Kochi
metro rail, such as when a concrete slab from a metro rail station
fell on a moving car. Fortunately, people inside the car survived
without any serious injuries. A user said, ‘She had a narrow
escape. A concrete slab fell on her moving car while they were on
the way to the airport. 1 would request @kochimetro and
@KochiPolice to look into the matter and compensate the driver.
Also, see to it that such things don't happen in the future’ (6 June
2019).

The project was also criticised for high charges, such as parking
charges. A user noted that these charges were not reasonable and
it would be better to travel in a car than pay hefty parking fees as
noted by a user ‘3-hour parking fee 73 in #kochimetro. with the
same price, we can travel the same in a car’ (20 November 2019).
In another instance, a community member raised concerns that
there is still no toilet facility in the central metro station of the
network.

The community received the multiple innovations in the project
well. Kochi metro rail focused on the ferry services as a feeder
service to suburbs along rivers where transport accessibility is lim-
ited. The project also arranged air-conditioned accommodation
facilities for visitors (Manorama, 2020), which a user appreciated,
‘Not expensive, this dorm building is quite nice. The rooms are
sanitary, very nice and worth the price. The amount of features at
your service is fantastic, and never have I wished this building
had this or that. The staff is great and very nice, and you simply

feel at home here’ (16 January 2019). In another instance, a station

in the network was dedicated to arts and murals to exhibit the
area’s culture. A user appreciated this, ‘#Kochimetro, love how
vou have aptly dedicated “Changampuzha” park station to Arts,
Navarasas, murals, manuscripts of the poets et al.! Smiling face
with heart-shaped eyes’ (22 September 2019). In addition, several
initiatives, such as discount coupons in exchange for plastic bot-
tles and electric autos were taken to reduce pollution, and the pro-
ject users were happy with the initiatives. The project also showed
its inclusiveness by employing women drivers and transgender
employees.

The different instances in the Hyderabad and Kochi metro rail are
summarised in Table 3 for quick reference.
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Table 3. Comparison of findings from the Hyderabad and Kochi metro rail project

Themes

Service complements
Accidents

Parking charges
Maintenance issues
Responsibility for blame

Tracing lost mobile
Death after concrete slab collapse
High charges for passengers

consortium
Innovations

Cultural grounding
Sustainability
at stations

Inclusiveness \Women train operators

5. Discussion

We examine the Hyderabad and Kochi metro rail projects through
their case studies, highlighting both similarities and differences
offering valuable guidelines and recommendations, such as focusing
on customer experience, private partners experiencing criticisms, fo-
cusing on community-centric goals, and the role of social media.
These insights can serve as valuable lessons for similar projects, aid-
ing in enhancing community acceptance.

5.1 Focusing on customer experience

Both projects faced similar issues regarding high parking charges
and poor operations. While technical glitches in service on rainy
days were highlighted in Hyderabad metro rail, the lack of toilet
facilities in the central station was highlighted in Kochi metro rail.
A focus on customer experience was well received in both proj-
ects. They received compliments on service and their response in
isolated events such as tracing lost mobiles and services during
flash floods. Our findings support Henisz et al. (2012), who high-
light that projects employ campaigns and communication strat-
egies to influence users indirectly. We record that both PPP and
non-PPP projects have to focus on customer experience for sup-
port from the community.

5.2 Private partners experiencing criticisms

Both Hyderabad and Kochi metro rail had accidents due to the
collapse of a concrete slab during its operations phase and experi-
enced pushback from the community. However, the accident was
blamed on the private company L&T rather than the consortium in
Hyderabad metro rail in contrast to Kochi metro rail. Similarly,
the private company faced criticism in the PPP project for its fare
and operational issues. Tweets on these issues tagged the private
entity and stressed that their priority is the venture’s profitability,
even if it means compromising certain critical aspects. Our find-
ings highlight that social legitimacy is a problem for PPP projects
as accusations were pointed to private partners who have chal-
lenges getting community support (Castelblanco et al., 2022).

Examples from Hyderabad metro rail project

Technical glitches in service during rainy days
Private agency (Larsen & Toubro) rather than the

QR code-based e-ticketing system, shuttle bus services

Free rides to evacuate people from fire-affected area
Solar panels, smart bikes, and electric vehicle charging

Examples from Kochi metro rail project

Services during flash floods

Concrete slab falls on moving car

Parking charges are comparable to travel costs by car
Toilet facility not available in central station
Consortium

Feeder service by ferries, accommodation for visitors at
stations, I-card for all transport networks within the
city

Dedicated station for arts and murals

Discounts for plastic bottles, electric autos for feeder
service

Transgender employees

This pattern of criticism reflect a broader public perception that
private entities in PPPs prioritise profit over public welfare as
private firms operate under profit-maximisation principles
(Bergstrom et al., 1986). Due to this, there is also higher public
expectations of accountability from the private entities. To
enhance social legitimacy, PPP projects should adopt a commu-
nication strategy focusing on clear articulation of roles between
public and private partners.

5.3 Focusing on community-centric goals

The community applauded the cultural grounding in Hyderabad
and Kochi metro rail, especially the initiative of Kochi metro rail,
which dedicated a station for arts and murals. Both projects
invested in sustainable initiatives such as smart bikes, solar panels,
electric vehicle charging at stations, discounts for plastic bottles,
and electric autos for feeder services. They also focused on inclu-
siveness initiatives such as women train operators and transgender
employees. Investing in shared community-centric goals is an
effective strategy for infrastructure projects since establishing
high-level shared goals consistent with the project community’s
identities and interests would help reduce information asymmetry,
enhance mutual trust, and motivate cooperative behaviours
(Solheim-Kile and Wald, 2019). Trust networks are foundational
for fostering collaboration and mitigating conflicts in infrastruc-
ture projects (Warsen et al., 2018). There is a need to consider the
complex web of relationships between multiple stakeholders in
PPP projects at a network level for project success (Wang et al.,
2021). In addition, Wang et al. (2024) highlight the importance of
considering the community around the project and their trust in
the project as critical for achieving better performance and com-
munity acceptance. Innovations were also similar in both projects
with QR code-based e-ticketing system, shuttle bus services,
feeder service by ferries, accommodation for visitors at stations,
I-cards for all transport networks within the city, and so on. It is
often perceived that PPP projects are more innovative than non-
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PPP projects (Liu et al., 2024); however, our findings highlight
similar innovations in both types of contracting.

5.4 Role of social media

The research also shows how social media effectively engages the
community in the operations phase of PPP and non-PPP projects.
Social media can help project developers understand issues con-
cerning the community, such as high parking charges, technical
glitches in services, and lack of toilet facilities in essential loca-
tions. Leveraging social media and listening to the voice of the
dispersed project community enabled by social media can help
structure better PPP and non-PPP infrastructure projects and cre-
ate more impact. In addition, social media can also help dissipate
campaigns and improve communications in the project regarding
innovations, sustainability, and inclusiveness.

In summary, many similarities provided common strategies for
dealing with PPP and non-PPP projects. The issues, innovations,
sustainability, and inclusiveness focus were the same, although
they differed in minute details. The main difference between the
PPP and non-PPP projects was the responsibility of blame. Tweets
on issues tagged the private entity and stressed that their priority
is the venture’s profitability, even if it means compromising cer-
tain critical aspects. We highlight that public support hinges on
perceived alignment between institutional behaviour and societal
values similar to social legitimacy theories (Suchman, 1995). In
the PPP case, the attribution of blame to the private partner may
reflect a perceived breach of the normative expectations associ-
ated with public service provision. Similarly, stakeholder engage-
ment theory emphasises the importance of transparent, timely
communication, and responsiveness to stakeholder concerns
(Morsing and Schultz, 2006) — elements that resonated with
both PPP and non-PPP project as they contribute to greater per-
ceived legitimacy.

6. Conclusion

The goal of this study is to grasp how the community views the
effectiveness of a megaproject operating under a PPP compared
with one that does not use PPP, by analysing social media engage-
ment. We seek to analyse the social media buzz in the Hyderabad
and Kochi metro rail projects during their operation phase. With
the rapid development of social media services, the community
expresses their concerns on social media, and it can provide offi-
cials and managers with fresh perspectives on project commun-
ities in PPP and non-PPP infrastructure projects.

We add several valuable insights to both the theory and practical
methods involved in handling infrastructure assets. First, we high-
light the importance of customer experience for PPP and non-PPP
projects. Similarly, we highlight the importance of focusing on
community-centric goals such as innovations, inclusiveness, and
sustainability. While existing literature records PPPs are more

innovative, our findings show both projects focused on innova-
tions to improve acceptability and social legitimacy. Second, we
record the main difference between the PPP and non-PPP projects
regarding the responsibility of blame. The private entity was
tagged instead of the consortium in PPP projects, highlighting that
their priority is the venture’s profitability, which shows the lack of
social legitimacy in PPP projects by default. To enhance social le-
gitimacy, PPP projects should adopt a communication strategy fo-
cusing on clear articulation of roles between public and private
partners. Finally, we highlight the importance of social media in
understanding issues that matter to the community while dissipat-
ing campaigns and improving communications. This study also
offers actionable insights for policy makers, metro rail operators,
and urban planners by underscoring the importance of addressing
community concerns, enhancing inclusiveness, and leveraging
social media to improve project acceptability.

Several limitations exist that can guide future research endeav-
ours. The keywords selected for data retrieval were the names of
the project — Hyderabad Metro and Kochi Metro — and it is recog-
nised that certain tweets might not have been captured if they dis-
cussed these projects without directly using these specific keywords.
Social and demographic barriers impact how social media represents
events related to the project, as certain groups, particularly younger
generations, tend to be more active on platforms like Twitter. Our
study exclusively focused on Twitter for assessing community per-
ception within social media. To offer a more comprehensive under-
standing and validate our findings, future investigations could
encompass platforms such as Facebook or YouTube and consider a
longitudinal analysis. This expansion would diversify the data and
provide deeper insights into various project events. In addition, our
research concentrated solely on the operational phase of both PPP
and non-PPP projects. Subsequent studies could compare social
media engagement across the pre-construction and construction
phases to broaden the scope of analysis. Also, the tweets were col-
lected based on specific hashtags related to the metro rail project;
therefore, the crawler used for extracting the tweets could not collect
other valuable tweets that did not have those specific hashtags.
Finally, considering the early stages of project approval and expecta-
tions of affected stakeholders can also enhance the understanding of
the community in the operations phase and can be considered as a
scope for future research.
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