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MCP is a protocol, not a Platform

A ENNEN NG

1 Server in-memory session .env secrets

A protocol gives you a 3 WAl &
common language. A THE PLATFORM
platform makes it safe A () Mutti-tenant isolation

to run. o%o Distributed sessions

Error taxonomy
OAuth & secrets
FUP / rate limits

Observability
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One platform. Multiple products. Countless Integrations

IT Service Management Customer Service

Freshservice Freshdesk
Uncomplicated, Al-assisted ITSM Modern, Al-assisted customer service
That's the demand
that made MCP the
obvious fit.
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Our MCP Platform Journey
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Tracking the MCP Gateway Beta Gateway supports
MCP spec exposing Apps Remote MCP servers
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One endpoint. Many tools. Two backends

ks

Al Agent +
MCP Client

JSON-RPC 2.0 over
Streamable HTTP
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MCP GATEWAY

(single unified endpoint)
7\ . 3
+_» session lifecycle

@
P tenant context

«I/' routing

O guardrails

Distributed
Session Store

I

Marketplace App
Platform -> App
Actions as MCP Tools
(serverless functions)

Trusted Remote
MCP Servers

(Stripe, Notion, Linear,
HubSpot...)




OAuth is not an Al client problem

What Al clients try to do What Al clients should do

@ OAuth Reasoning
Identity should be solved 9 Understand context,

infer intent, derive insights.
once, by the platform

- not in every agent. 3 Secret storage .
. ] Planning
: = & Break goals into steps,

o Token refresh choose tools, adapt plans.

— Execution
2___ Client registration Call tools, act on results,

= observe outcomes.
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Layered MCP on top of the platform

( )

Existing 5} MCP layer (thin compatibility layer)
integration platform
Auth - Marketplace - Install /
Billing + Analytics « More

lz’i\‘ Duplication of Existing

\ o |  capabilities, integration platform

Wb higher cost

- 9
Auth - Marketplace - Install /

MCP platform Billing + Analytics + More
Auth « Marketplace - Install /
Billing « Analytics «+ More

Reused across both backends

PlBIL| & &| O] dl

auth marketplace installation secure storage multi-tenancy guardrails analytics

MCP

Dev Summit
Bengaluru

\ .
/4




Gateway is a control plane, not a proxy

Routing ﬂ : Rate limiting
Intelligent routing to | @—— M @ m Protect backends and
the right backend = ensure fair usage.

or tool.

i i MCP GATEWAY

a Identity

o — , *— Single unified endpoint. |y Retry
- IR O Automatic retries with
- user and tenant Many tools. Two backends. R_J e
identity. \ / backoff for resilience.
X S

! : |

Analytics Governance N Policy
' I I Observe usage, Enforce rules and Eo Apply fine-grained
performance, and = ensure compliance policies across tools

| MCP outcomes. at scale. and backends.
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Sticky sessions don't survive autoscaling

Spec assumes: in-memory session

-
Client
sticky session /
pod affinity
——————
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Server Pod 1 Server Pod 2 Server Pod 3
no session) SESSION (no session)

A | Mcp & pod restart = session lost
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Our fix: distributed session store

—be
Client
any pod handles
any request

[ l

Server Pod 1 Server Pod 2 Server Pod 3
(active) (active) (active)

l

Session Store
(tenant context + creds)

@ autoscale + safe rolling deploys




You don't control the server, You control the door

Remote servers are
black boxes

- assume failure &
unpredictability.
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You do NOT control

I g

X &[> Code

X @ Deployment
X (’ Reliability
X (&) Performance

So the gateway compensates

(o] o m
0'0 R_/
Circuit breaker Retries

J\
Timeouts Rate limits
Analytics Observability




A Three-tier error taxonomy

ERRORS GIVE AGENTS CONTEXT TO ACT

Three-tier error classification model

N
PROTOCOL ERRORS iy
client-side: bad request, unsupported version :

GATEWAY ERRORS

session, config or validation problems

An agent that can’t
classify failure
cannot recover.

APPLICATION ERRORS

downstream system issues - transient or need new input
J




Discovery is not trust

Finding a server is easy.
Trusting it is hard.
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Find a server

Trust boundary

Install & run

who built it
is it secure

what permissions

can it touch
customer data




A Governed Marketplace/ Sub-registry

Official MCP Registry

everything that exists

1
= ’ &
O <[> al
[(sisiiesi]
Weather Server Database Server Cloud Storage Code Runner Analytics Server Al Inference
Server Server Server

The Registry API tells B4 2D FAS : @

- Email Server File Server Secrets Server Webhook Server CLI Server Web Scraper
you what exists. k
Not what's safe for ¥

your product. (&) v GOVERNANCE /7~ @

LAYER

--------------------------------- OAuth 2.1+ DCR

\ 4

Freshworks Sub-Registry / Marketplace

what’s safe for your tenants
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Marketplace + Gateway = Full tool lifecycle

e )
Il
Marketplace solves: )|}, Gateway solves:
Discovery - Trust - Installation | | = “‘;“‘lj: : |
™1 [
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Discovery Trust Install Execute
. J
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A Complete Lifecycle
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Why this matters for the Ecosystem

1 Model + Pattern: The Governed Marketplace & Gateway
2 Production lessons: Beyond the Spec

3 Lower barrier: For the next team shipping Production MCP

More enterprises consuming — more vendors publishing — more agents using. That flywheel needs
reference architectures, not just white papers.
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Thank you!
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