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In 45 minutes

What do we want to demonstrate today
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01

AI at streaming speed is a real competitive 
advantage

Hand repetitive decisions to the stream, keep human intelligence for what 
really matters.

02

Confluent's AI capabilities are production-
ready

Sentiment, forecasting, agents and MCP tools: all declared in Flink SQL, in the 
stream.

03

Confluent and watsonx Orchestrate 
integrate seamlessly

Events trigger Orchestrate agents, and live context flows back to them over 
MCP.

04

IBM Bob is the developer's best friend

The entire demo, from the app to the Terraform, was built with IBM's 
development assistant.



Why now

Would you cross the street based on yesterday's photo?
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A support team receives hundreds of tickets. They are not all equal: some just need a standard answer, 
others flag an angry premium customer in the middle of an incident. Handling them first-come, first-served, 
on yesterday's data, means deciding blind.

Triage everything, right away

Every ticket is enriched, qualified and decided 
the second it arrives, not in the next batch.

Escalate the right ticket

AI answers on its own when it's simple, and 
prepares the case when a human has to 
decide.

Act under control

Personal data masked, commercial policy 
applied, human approval before anything is 
sent.



The room is in the demo

Your turn: create a ticket
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01  Scan

The shop's support portal opens on your phone.

02  Write

A service, a subject, your problem. Be annoyed: it 
matters. Or hit "Generate a random ticket".

03  Watch

Your ticket shows up on screen within seconds, triaged 
by AI.

The portal on mobile

https://ibm.biz/dswt2026-realtime-ai

The shop's support portal



Architecture

Four acts, one event stream
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CONFLUENT CLOUD WATSONX ORCHESTRATE AWS

Clients
(the room)

Portal
e-shop

tickets.raw services.status

Flink SQL: service status, AI_SENTIMENT, ML_FORECAST
→ tickets.enriched · tickets.metrics

Triage Streaming Agent
Claude (Amazon Bedrock) + portal MCP tools

tickets.agent-actions

Real-Time Context Engine (MCP)

Escalation agent
(drafts the proposal)

Control PII · traces

Support Ops Copilot
(natural-language agent)

Goodwill gesture agent
AgentCore (A2A)

Support advisor
approves and sends

(support-admin)

tickets.escalation-drafts

escalation

1

2

3

4

WHO DOES WHAT

Confluent

watsonx Orchestrate

AWS

Human

Policy advisor agent
AgentCore (A2A)



Act 1 · Confluent

Streaming Agents
Build, deploy, and orchestrate 
event-driven agents on Flink

Real-Time Context Engine
Serve fresh context to 

any AI agent or application

AGENT
AGENT

AGENT

AGENT

Connections

A2A SupportSearch

Observability

Inference

Tool Calling

MCP

Embeddings

Agent Definition
MCP Server

Real-Time 
Context Engine

Streaming Agents

External Systems & Agents 

…

Built-in ML Functions
Perform anomaly and fraud detection, 

forecasting, and more on streaming data

ML ALGORITHM

ANOMALY DETECTION

FORECASTING

FRAUD DETECTION

Fully managed service on Confluent Cloud for building real-time, context-rich, and replayable AI systems using 
Apache Kafka® and Apache Flink®, governed and observable by design.

Confluent Intelligence
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Act 1 · Confluent

Confluent triages every ticket, in seconds
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01 Enrich

Temporal join with the live status of 
services (login, payment, tracking…)

02 Understand

AI_SENTIMENT in Flink SQL: happy, 
neutral, annoyed

03 Anticipate

ML_FORECAST: 15-minute load 
forecast per service

04 Decide

Streaming Agent (Claude via 
Bedrock) + MCP tools: knowledge 
base, customer tier, history

Outcome

Automatic answer when it's simple, a 
reasoned escalation when a human needs to 
step in.

The Live Triage Stream shows every decision 
the moment it's made.



Act 1 · Confluent

An AI agent, declared in a few lines of SQL
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-- MCP tools exposed by the portal

CREATE TOOL get_account_context_tool

USING CONNECTION portal_mcp_connection;

-- The agent: a Bedrock model, a prompt, tools

CREATE AGENT triage_agent

USING MODEL triage_agent_model  -- Claude Sonnet

USING PROMPT 'You are a support triage agent…'

USING TOOLS search_known_issues_tool,

get_account_context_tool;

-- Every enriched ticket triggers the agent

CREATE TABLE `tickets.agent-actions` AS

SELECT * FROM `tickets.enriched`,

LATERAL TABLE(AI_RUN_AGENT('triage_agent', …));

CHECKOUT AUTO_RESOLVE

Promo code breaks checkout

« This is a known issue in our checkout flow… please sign out 
completely, then sign back in, rebuild your shopping cart… »

NOTIFICATIONS ESCALATE

Duplicate shipping notifications

« …doesn't match our standard troubleshooting steps, I'm escalating 
your ticket to our technical support team… »



Act 1 · Confluent 9

The Streaming agent runs continusously on Confluent Cloud



Act 1 · Confluent

The AI agent reacts to any new event
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The triage Flink statement: always on, it calls the agent for every ticket in tickets.enriched



Act 2 · watsonx Orchestrate

Orchestrate handles escalations
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01 The escalated ticket triggers the agent

As soon as Flink decides, the Orchestrate escalation agent receives the ticket's context.

02 It summarizes, without personal data

Name, email, phone, order number: none of it leaves this summary.

03 It consults the AWS agent

The Customer Relations agent, hosted on Bedrock AgentCore, applies the goodwill gesture 
policy.

04 An advisor approves

Reply, gesture and context note land in the console. One click to reuse, adjust, send.



Act 2 · watsonx Orchestrate

In Orchestrate: the agent and its reply
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The escalation agent in the builder Its reply to ticket #87325



Act 3 · watsonx Orchestrate

Orchestrate governs agents, wherever they live
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Control PII

Emails, phone numbers, cards, names: masked 
before the model reads the ticket. Visible in the 
traces.

Federated agents

The AWS agent is called over A2A, authenticated 
with OAuth. It only receives an anonymized 
summary.

Human in the loop

No agent has a tool to send a reply. Sending stays 
in the advisor's hands.

Everything is traced

Every proposal is published back to Confluent, with 
a schema in Schema Registry.

Message published to tickets.escalation-drafts



Act 3 · watsonx Orchestrate

The proof: data masked before the model
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Escalation agent trace: the Controls.execute step replaces name, phone, email and order number with [MASQUÉ] (masked)



Act 3 · watsonx Orchestrate

Governing at scale: agent directory and controls
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Agent directory: the AWS agent registered with A2A 0.3.0 Security and Risk: the PII Filter control, applied on input

A single point of control: external agents are registered and authenticated, controls apply per agent, tool or model, and everything is visible 
from the same dashboard.



Act 3 · watsonx Orchestrate

An external agent, traced end to end
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7.1 s
in the AWS collaborator, inside one copilot conversation

894 ms
OAuth token fetched by Orchestrate from the connection, 
never by the agent

5.8 s
A2A call to AgentCore, the policy advisor answers

Trace view of the Support Ops Copilot: the question is handed over to the AWS policy advisor over A2A



Act 3 · watsonx Orchestrate

At scale: one control plane for hundreds of agents
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311 agents
44% of them external, registered in the same 
directory

24 controls
applied per agent, tool or model

Needs attention
missing credentials, failures, unevaluated 
agents surface first

IBM demo instance · watsonx Orchestrate home, Overview tab, last 7 days



Act 4 · Confluent + Orchestrate

A copilot plugged into live support
18

Confluent exposes its topics over MCP through the Real-Time 
Context Engine, enabled topic by topic. In Orchestrate, the IBM 
Confluent Real-Time Context Engine server is added from the 
catalog: the agent reads the current state of the business, not 
yesterday's export.

When the question is about policy rather than data, the copilot 
hands it over to the AWS policy advisor, a collaborator called 
over A2A.

Support Ops Copilot in watsonx Orchestrate: a real demo session



Better together

Each does its job, one system
19

Confluent
Process data in real time

• Kafka: every ticket becomes an event

• Flink SQL: enrichment, sentiment, forecasting

• Streaming Agents and MCP tools in the stream

• Schema Registry: governed data

watsonx Orchestrate
Govern the agents that act

• Federated agents: Orchestrate, AWS and others

• Controls: personal data masked

• Human in the loop, end-to-end traces

• Business copilot plugged into the live stream

Confluent turns events into decisions. Orchestrate turns decisions into controlled actions.



What the demo proves

From ticket to approved reply in seconds
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< 5 min
for a complete escalation proposal: reply, 
goodwill gesture, note to the advisor

measured in the demo, Sept. 28, 2026

0
personal data sent to the AWS agent: it only 
receives an anonymized summary

by design

100%
of escalated replies sent by a human, never by 
an agent

by design

For you: share of tickets resolved without a human, time to first response, time saved per advisor. These figures depend on your volumes: they are 
measured in a POC.



What's next 21

Workshop  ·  less than 1 day

We identify the business event that is worth gold if known in under a 
minute, and we draw your blueprint.

Built with IBM Bob  ·  5 days

From the support portal to the Flink SQL and the Terraform, IBM Bob 
wrote and wired most of this demo: from idea to a live, deployed 
system in 5 days instead of weeks.

Support, fraud, maintenance, supply chain: the same pattern applies whenever an event needs to trigger a decision.

Your use case, on your data



In 45 minutes

What did we demonstrate today
22

01

AI at streaming speed is a real competitive 
advantage

Hand repetitive decisions to the stream, keep human intelligence for what 
really matters.

02

Confluent's AI capabilities are production-
ready

Sentiment, forecasting, agents and MCP tools: all declared in Flink SQL, in the 
stream.

03

Confluent and watsonx Orchestrate 
integrate seamlessly

Events trigger Orchestrate agents, and live context flows back to them over 
MCP.

04

IBM Bob is the developer's best friend

The entire demo, from the app to the Terraform, was built with IBM's 
development assistant.



Thank you
Q&A

IBM logo
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