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Introduction 

In today’s fast-paced technological landscape, industries across the globe are 

grappling with the challenge of maintaining operational efficiency amidst rapid 

innovation and high employee turnover. For Trinax, a leading creative technology 

agency, this challenge was particularly acute. Before integrating Generative AI into 

our operations, our engineers faced time-consuming and complex technical issues 

that often led to bottlenecks, slowing down project delivery and increasing 

operational costs. However, the advent of AI presented an opportunity to 

revolutionize how we tackle these challenges. 

Our journey with the AI Trailblazers 2.0 Initiative, a collaborative effort led by the 

Ministry of Communications and Information (MCI), Digital Industry Singapore 

(DISG), Smart Nation and Digital Government Office (SNDGO), EnterpriseSG, 

and Google Cloud, has not only transformed our internal processes but also set a 

new standard for operational efficiency in the industry. This whitepaper delves into 

our experience, the challenges we faced, and the significant benefits we have 

realized through the integration of Generative AI. 
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The Use Case: AI Solution for Field Engineers  

Context and Challenges 

In the fast-evolving world of technology, our engineers often encounter complex 

and unique technical challenges that require immediate resolution to maintain 

project timelines. The diversity of issues—from software bugs to hardware 

malfunctions—demands a robust knowledge base and quick access to historical 

data. However, with a high engineer attrition rate, maintaining this knowledge 

within the team has been a significant challenge. The frequent turnover makes 

handovers difficult, leading to a loss of valuable institutional knowledge. 

The AI Solution for Field Engineers is perceived to be a smart technical agent 

and coach; It was developed to address these specific issues. This AI-powered 

system not only processes technical issues by comparing them with past data but 

also serves as a real-time coach for new and less experienced engineers. It helps 

them quickly reach the required proficiency levels, thereby reducing the learning 

curve and increasing overall productivity. 

Impact of the System 

The implementation of the AI Solution for Field Engineers has had a profound 

impact on our operations: 

• Streamlined Troubleshooting: Engineers are now able to resolve technical 

issues more swiftly, as the system provides instant access to relevant past 

cases and suggests potential solutions. 

• Enhanced Onboarding: New engineers can quickly familiarize themselves 

with company standards and practices by using the system as a learning tool, 

reducing the reliance on senior staff for training. 
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• Knowledge Preservation: The system acts as a comprehensive knowledge 

repository, ensuring that critical information is retained and easily 

accessible, even as team members come and go. 

 

Challenges Faced and Lessons Learned 

Setbacks and Technical Hurdles 

Our journey was not without its challenges. One of the most significant setbacks 

was related to data quality and availability. Ensuring that we had enough 

relevant and high-quality data to train the GenAI models was a daunting task, 

complicated by privacy concerns and access restrictions. This led to initial delays 

in model training and deployment. 

The learning curve associated with adopting GenAI also posed a challenge. Our 

team had to transition from traditional programming paradigms to AI-driven 

processes, which required a certain effort of upskilling and adaptation. 

Lastly, the rapid evolution of the Google GenAI ecosystem was both a boon and 

a bane. While the continuous updates brought new features and improvements, 

keeping up with these changes and determining the most suitable tools for our 

needs was overwhelming. 

Lessons Learned 

From these challenges, we derived several key takeaways: 

1. Data Management is Crucial: Investing time in ensuring data quality and 

relevance at the onset is vital. Poor data can lead to suboptimal model 

performance and ultimately affect the outcome. 
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2. Continuous Learning and Adaptation: Embracing the evolving nature of 

AI tools is essential. Teams must be flexible and willing to learn 

continuously to stay ahead in the AI race. 

3. Stakeholder Engagement: Regularly involving stakeholders in the 

development process helps align the system’s capabilities with the actual 

needs of the users, ensuring better adoption and satisfaction. 

 

Benefits Realized 

Despite the challenges, the Smart Technical Agent x Coach has proven to be a 

game-changer: 

1. Skill Development: Our team has significantly enhanced its GenAI skill set, 

positioning us at the forefront of AI-driven innovation. 

2. Operational Efficiency: The system has streamlined our operations, 

enabling faster and more accurate issue resolution. Leveraging Google’s 

Gemini models has drastically reduced the time needed to train new models. 

3. Simplified AI Usage: By utilizing Google GenAI services, we have 

benefited from advanced AI capabilities without needing to delve into the 

complex logic of machine learning. This has allowed us to focus more on 

application development. 

4. Multilingual Capabilities: The system's ability to transcribe and understand 

non-English languages has been particularly beneficial, especially for vendor 

documentation in Chinese, supporting our global operations. 

5. Knowledge Repository and Onboarding Support: The system functions 

as a comprehensive knowledge repository, ensuring that critical information 
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is preserved and easily accessible. This feature has been especially valuable 

in light of the high engineer attrition rate, making it easier for newcomers to 

quickly get up to speed. 

 

Future Plans 

Specific Goals 

As we look to the future, our focus is on further enhancing the AI Solution for 

Field Engineers: 

1. Enhanced Data Collection: We plan to broaden our data collection to 

include more diverse video and image data, which will help in refining the 

AI models and improving their accuracy. 

2. User Experience Improvements: Our goal is to make the system even more 

intuitive by improving the user interface and experience, particularly for 

uploading data and submitting troubleshooting queries. 

3. Productization: In the near future, we aim to fully productize the Smart 

Technical Agent x Coach, making it available for broader deployment across 

various industries. This will involve setting up and deploying the system 

independently, ensuring a smooth transition from MVP to a market-ready 

product. 

Anticipated Challenges 

While we anticipate success in our future endeavors, certain challenges may arise: 
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1. User Adoption: As with any new technology, ensuring that users fully adopt 

and utilize the system will be key. We plan to address this through targeted 

training and support to maximize user engagement. 

2. Scalability: As we expand the system’s capabilities and user base, ensuring 

that it scales effectively without compromising performance will be crucial. 

3. Customization for Different Industries: As we look to deploy the system 

across various industries, adapting the AI models and features to meet 

specific industry needs will be a challenge. We plan to engage closely with 

clients to tailor our solution accordingly. 

 

Conclusion 

Trinax’s journey in the AI Trailblazers Initiative has been nothing short of 

transformative. We have not only overcome significant operational challenges but 

also set a new benchmark for how Generative AI can drive efficiency across 

industries. The key benefits—ranging from enhanced productivity and faster issue 

resolution to improved onboarding and knowledge retention—are just the 

beginning. As we continue to evolve and refine our AI-powered solutions, the 

broader implications for the industry are profound. 

Our experience serves as a testament to the power of AI in shaping the future of 

work, and we look forward to sharing our learnings with other sectors facing 

similar challenges. The lessons we’ve learned, the solutions we’ve developed, and 

the benefits we’ve realized have the potential to inspire and drive innovation across 

a wide array of industries globally. 
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More about “Thought Leadership: Trinax Whitepaper Series”: 

 

It is a is a curated collection of whitepapers authored by Trinax's leaders, offering 

expert insights on pivotal topics shaping the company’s future. These papers 

address industry trends, innovation strategies, and emerging technologies, 

providing a roadmap for Trinax’s continued growth and excellence. Through this 

series, Trinax sets the tone for future direction, inspiring progress and leadership in 

the digital and experiential technology space. 

 

More about Trinax:  

 

Trinax represents the power of interactive and immersive experiences. We 

revolutionise experiences in impactful ways and empower the biggest brands in the 

world to embark on an exciting journey into the future era of experiences. 

 

For more information, please visit  

• Website 

• LinkedIn 

• Instagram 

• TikTok 

https://www.trinax.sg/
https://www.linkedin.com/company/13737163/
https://www.instagram.com/trinax.sg/?hl=en
https://www.tiktok.com/@trinaxsg
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