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Section 6  Troubleshooting Guide 
The following troubleshooting guides are provided to assist you in solving any problems that might occur 
with the printer. We have tried to make them as complete as possible. The best advice we can offer is to 
make sure that the system is set up properly, plugged in, and that it has an adequate supply of ink before 
attempting to troubleshoot any problem. 

WARNING 

DO NOT REMOVE THE SIDE COVERS OF THE PRINTER! 
THERE ARE HIGH VOLTAGES PRESENT BEHIND THE COVERS! 

Print Quality Issues:  
Many things can contribute to print quality issues. Here is a list of things to check: 
 To reduce print quality issues, the print engine should remain powered-on. Even in its standby state, 

the printer will run routine maintenance cycles to help keep the printhead nozzles hydrated and clean. 
 See Paper Types below. 
  
 Check to be sure the printer has an adequate supply of ink (30% or more) in all five Ink Tanks. 
 Check to be sure all five ink tubes, at both sides of the printhead cartridge, have ink filling them.  

If not, check for a pinched ink tube (finger on Antistatic Brush Assy may be pinching tube), check 
related Ink Tank, and or the system may need to be re-primed.  

 Try removing air bubbles from printhead and system using the 
while lightly tapping on the ink tubes and printhead cartridge. 
Note: Do not run the Circulate Ink feature more than twice in a row. 

 Cleaning the Lip of the Printhead Cap  
 Cleaning/Replacing Service Station Items   
  
 If printing on single sheet media; try removing the blue plastic, PPS Spacers from the Printing Platen. 
 If you are still experiencing print quality issues; try Replacing the Printhead Cartridge . 

 
Compatible Paper Types: (look for inkjet suitable stocks) 

 Inkjet Paper - all types (recommended for best color output). 
 Copier Paper 
 Card Stock 
 Kromekote 
 Coated Paper - Gloss finish 
 Coated Paper - Satin finish
 Coated Paper - Matte finish 

Incompatible Paper Types: 
 Color Laser Gloss 
 Digital Printer Gloss 
 Any Post Print Coated Substrate (aqueous, gravure or UV) 

 
Compatible Graphic Types:  

 In general; scalable, vectorized art will produce the best images and color. 
Note: Graphic types are not really printer dependent. They are dependent on the software program 
being used to print the graphic, and what types of graphics that program can handle. 

Incompatible Graphic Types:  
 Low resolution and web images will not produce quality output and should not be used. 
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Examples of Print Quality Issues (including possible causes and solutions) 
The Memjet printhead cartridge contains 70,400 inkjet nozzles. These nozzles are divided into ten rows; 
two rows of nozzles for each color channel. Due to the extremely high number of nozzles; it is not 
uncommon for some nozzles to become contaminated, dehydrated or clogged. 
 
The following examples were produced using a Five Band Color Purge YKCKM. A similar purge pattern 

Print drop-down menu.    
 
Air in Printhead Nozzle Area: 

Air in the printhead nozzles will show as jagged, irregular shaped lines of missing color. Lines are normally 
wider than one nozzle. 
 
Possible Solutions:  

 Press the Full Clean Printhead button, located in the Toolbox, Maintenance drop-down menu, 
and lightly tap on the ink tubes and Printhead Cartridge as the system is circulating ink. This can 
help dislodge air bubbles within the Printhead and Ink Tubes.  
Note: It is not a problem if air bubbles accumulate in the ink hoses at the non-operator side of the 
printhead; since this is the outgoing side. 

 Deprime and Reprime the system. Release the Print
Remove and re-install the Printhead Cartridge. Then close printhead latch to re-prime the system. 
Lightly tap on the ink tubes and Printhead Cartridge as the system is priming; to help dislodge air 
bubbles. 

 Contact Service person to have them inspect the system for possible air leaks (damage to ink tubes 
or ink revolver couplings). 

 Instead of powering the printer off, when not in use, leave the print engine powered-up; so it can 
perform automatic maintenance routines. 

 

 



SECTION 6 
TROUBLESHOOTING 

 

 
109 

 
Clogged/Damaged/Dead Nozzles:  

Clogged/damaged/dead/ nozzles will normally show as thin, crisp, vertical lines of missing color. Multiple 
adjacent nozzles, with same issue, will show as wider, crisp, vertical lines of missing color.  
Clogged nozzles are normally due to Printhead nozzle dehydration or partial contamination. 
Damaged nozzles are normally due to improper cleaning or debris on wiper roller causing damage to head. 
Dead nozzles are normally  
 
 
Possible Solutions:  

 Press the Full Clean Printhead button, located in the Toolbox, Maintenance drop-down menu  
 Manually clean the printhead nozzles using distilled water and a lint free cloth. 
 Set the following Toolbox features to defaults to improve/increase head maintenance routines: 

KWS Setting (Light) and Mid-Job Servicing (Default). 
 Replace the printhead cartridge and wiper roller. Contact Service person to have them 

inspect/clean the service station and replace the wiper roller.
 Instead of powering the printer off, when not in use, leave the print engine powered-up; so it can 

perform automatic maintenance routines. 
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Color Mixing Issues:  

Color mixing will show as muddy, mottled or distorted (grainy) colors. 
Color mixing occurs when the ink from one color channel crosses over into another color channel.  Since 
the inkjet nozzle rows are located very close to one another (ten rows of 7,040 nozzles, located within a 0.8 
mm space), it is easy for partials or fibers to create bridges across color channels. These bridges allow ink 

shown in 
the examples below. 
 
Color mixing can occur for a number of reasons (here are some common ones) 

 Printhead Cartridge just installed. It is common to see some color mixing immediately after the 
system is primed with ink. 

 Ink wicking due to fibers bridging (crossing) inkjet nozzles. This can also occur if media is left in 
contact with the printhead (after a paper misfeed or jam). 

 Wiper roller saturation (too much ink on wiper roller). This can occur if the cleaning features 
(Quick/Normal/Full Clean Printhead) are run too frequently. The printer needs time between 
cleanings to desiderate the ink from the wiper roller.  

 Ink flooding on the nozzle plate; due to printer not being level.  
 Ink flooding on the nozzle plate; due to excessive back-pressure in the ink system.  
 Wiper Roller is not being cleaned properly by the system. This can also occur if there is a 

problem with the squeegee blade in the Wiper Motor Assembly. The squeegee blade and 
squeegee roller are responsible for removing ink and debris from the wiper roller. 

Tip: Muddy, mottled, distorted (grainy) colors can also be caused by the media you are printing onto. 
 

 
Possible Solutions:  

 Remove media from under printhead. 
 Wipe printhead using a lint-free cloth, dampened with distilled water. 
 P Printhead Cartridge Conditioning routine. 
 Allow the printer to sit, powered on, for 2-3 hours to give it time to clean/desaturate the wiper 

roller. 
 Make sure printer is on a sturdy, level table. 
 Instead of powering the printer off, when not in use, leave the print engine powered-up; so it can 

perform automatic maintenance routines.  This also allows the pressures in the system to be 
routinely equalized. 

 Contact Service Support representative to have them inspect/clean the service station. If necessary; 
they may need to replace the wiper roller, wiper motor assembly or Service Station. 
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Direction of transport 

 
Scuff Marks and Smudging Issues:  

Scuff Marks occur when the media makes contact with an area of the printhead that has ink on it. 
Smudging occurs when the wet image, on the media, makes contact with something (most commonly the 
printhead) before it is dry. This issue will also increase the chance for scuff marks. 
 
Scuff Marks: 

envelope made contact with the printhead. 

 
 
 
Possible Solutions for Reducing Scuff Marks:  

 Make sure  
  
 Make sure media is as flat as possible and folds are as tight as possible. 
 Manually wipe the printhead surface, using a lint-free cloth dampened with distilled water to 

remove excess ink. 
 If possible; rotate the media and image 90, 270 or 180 degrees. Sometimes the direction of feed 

and the mechanics of how the media is driven through the printer can have an effect. 
 Allow the printer to sit, powered on, for 2-3 hours to give it time to remove excess ink from the 

wiper roller; or contact your support representative to have the wiper roller replaced. 
 Use a more suitable media (flat and uniform in thickness). 

 
 
NOTICE! nce, to see if this has any effect on 

cleaning routine. Over-
the wiper roller will become more saturated with ink with each cleaning routine; if done too frequently. An 
over-saturated wiper roller will leave more ink behind on the printhead. 
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Smudging: 
ge, with a wet image, made contact 

with the printhead.  
Note: There are also scuff marks in this example. As mentioned previously; smudging will increase the 
chance for scuff marks; by deposition ink onto other areas of the printhead. 

 

 

 

Possible Solutions to Reduce Smudging:  
  
  
 Make sure media is as flat as possible and folds are as tight as possible. 
 If possible; rotate the media and image 90, 270 or 180 degrees. Sometimes the direction of feed 

and the mechanics of how the media is driven through the printer can have an effect. 
 

Spraying less ink will improve the drying time. 
 Reduce the print speed to provide more drying time. If you are already printing in Normal Print 

the M Series Driver. 
 Use a more inkjet suitable media. 

 
NOTICE! 

cleaning routine. Over-use 
the wiper roller will become more saturated with ink with each cleaning routine; if done too frequently. An 
over-saturated wiper roller will leave more ink behind on the printhead.  

Direction of transport
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Fuzzy/Distorted Print  

Fuzzy/distorted print can occur for a number of reasons; listed/shown below. 

Problem: Poor original image quality (less than 300 dpi).  
Solution: Use high quality images.  

Problem: Choosing to print image in low resolution from software application.  
Solution: Set image to highest resolution possible from software application. 

Problem: Paper is buckling or bowing during the time of printing. 
Solution: Try removing the PPS spacers. Try printing on a thicker piece of media (i.e. 40lb paper ) If 
problem does not occur on heavier material the media you are feeding may be too flimsy. 

Problem: Damaged Printhead nozzle surface; scratched from improper manual cleaning, or dirty/damaged 
wiper roller.  
Solution: Only use distilled water and a non-abrasive, lint free cloth to manually clean the printhead. 
Replace the wiper roller at the same time the printhead is replaced. Cover the printer, when not in use, to 
keep dust/debris (plaster dust) from entering the printer. 

Fuzz/Distorted Print Example:  

 

Good Print Example: 

 

Fuzzy/Distorted 
Print Example 

Good Print 
Example 



SECTION 6 
TROUBLESHOOTING 
 

114 

The Ink Tank(s) 
Notice: To avoid problems caused by an Ink Channel (ink tube) running dry; the Ink Tank will be flagged 

Therefore, it is common for a small amount of ink to be left within the Ink 

CONDITION PROBLEM SOLUTION 

Installed New Ink Tank and 
shortly after the related Ink 
Channel (color) stopped 
printing and or the related 
color tube went empty. 

CAUTION! Do NOT 
continue printing in this 
condition. Damage to the 
Printhead will result. 

septum seals on the new Ink Tank.

Antistatic Brush Assembly was not 
installed properly. 

Defective Ink Tank.  

Try removing and re-installing 

 

Is the Antistatic Brush 
Assembly pinching tubes? 

Replace defective Ink Tank. 
Please contact your support 
representative to report issue. 

Ink Level status is 

but there is still 
plenty of ink in the 
Tank. 
 
Toolbox System Status is 

 
(X = color or multiple) 

Visible ink level sensor does not 
see the presence of ink in the Tank.
 

Printer is not on a stable, level 
surface; causing ink level sensor to 

 

QA Chip on Tank may have been 
corrupted; due to improper 
removal/install. 

Clean prism on Tank. See 

Tank Contacts &  

Place printer on stable, level 
surface. 

Replace Ink Tank.  
Please see section titled 

 

Ink Level status is 

but there is still 
plenty of ink in the 
Tank. 
 
Toolbox System Status is 

 
(X = color or multiple) 

Over-estimation of ink usage. 
System has calculated that 250 ml 
of ink has been used from this 
Tank. 

QA Chip on Tank may have been 
corrupted; due to improper 
removal/install. 

To help improve Ink Level 
estimation accuracy; make 
sure the firmware is up-to-
date. 

Replace Ink Tank.  
Please see section titled 

 

Ink Level status was 
displaying 10% or 
more and then it 
suddenly changed to 

 
 
Toolbox System Status is 

 
(X = color or multiple) 

Visible ink level sensor does not 
see the presence of ink in the Tank.

Underestimation of Ink Usage.  

 

Replace Ink Tank. 

To help improve Ink Level 
estimation accuracy; make 
sure the firmware is up-to-date 
and try to minimize de-
priming/re-priming system, 
manually cleaning printhead. 

Ink Level status is 
 

 

Toolbox System Status 
is displaying 

 
(X = color or multiple) 

Poor connection between QA Chip 
contacts and printer. 
 

Un-authorized Ink Tank installed. 

 
QA Chip on Tank may have been 
corrupted; due to improper 
removal/install. 

Clean contacts. See section 

 

Purchase/install Authorized 
Tank. 

Replace Ink Tank. 
Please see section titled 
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The ink used in this system may be harmful if swallowed.   
Keep new and used printhead cartridges and ink tanks out of reach of children. 

Discard unwanted printhead cartridges and empty ink tanks immediately. 

 

The Printhead Cartridge 
The Memjet printhead cartridge contains over 70,000 inkjet nozzles. These nozzles are divided into ten 
rows; two rows of nozzles for each color channel. Due to the very tiny size of each nozzle and the high 
number of nozzles; it is not uncommon for some nozzles to become contaminated or clogged. 
 

CONDITION PROBLEM SOLUTION 

Mixed, mottled, muddy or 
distorted colors.  

 

Ink color channel mixing within the 
printhead cartridge/nozzles. 
 
Over-saturated wiper roller. 

Print Engine was opened to angle 
greater than 60º. 

Incompatible media.

Table is not level. 

 

Printer was not powered-down 
properly. Printhead may not have 
been cleaned or capped. Ink system 
may not have been stabilized. 

Printhead Cartridge 
Conditioning  If problem 
persists; refer to section titled 

 

Do NOT open Print Engine 
to angle greater than 60º. 

Use inkjet suitable media

Make sure table, that printer 
is placed on, is level. 

Make sure to power-down 
the printer using the ON/OFF 
button, before shutting off 
the Main Power Switch. 

Thin, crisp vertical line(s) of 
missing color. 

Clogged printhead nozzle(s). 

Electrical failure or poor electrical 
connection at printhead. 

Clean the Printhead  

Reseat the Printhead. 

Replace the Printhead & 
wiper roller. 

Irregular or Jagged vertical 
line(s) of missing color.  

Air in the system. Air bubbles 
blocking nozzle(s). 

Print Engine was opened to angle 
greater than 60º. 

Printhead Cartridge 
Conditioning  

Do NOT open Print Engine 
to angle greater than 60º. 

Black scuff marks on media 
or image smudging occurs. 

Media is making contact with the 
printhead surface. 

Install the Head Media 
Guide. 

Try adding/removing PPS 
spacers. 

Run the media in a different 
orientation.  

Use media that is not bent, 
bowed or buckled. 

Blurry/Grainy Images 

 

Partially clogged nozzle(s). 

Incompatible media. 

Low quality image being sent to 
printer.
 

Damaged/scratched  nozzle surface. 

 

Clean the Printhead 

Use inkjet suitable media. 

Use high quality graphics 
that are compatible with your 
software program. 

Replace the Printhead & 
wiper roller. 
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The Printhead Cartridge (continued) 
 

CONDITION PROBLEM SOLUTION 

System will not prime the 
printhead after installing  
Printhead Cartridge 

(During the priming process 
one or more of the ink color 
tubes are not filling with ink.) 

Printhead nozzles dry (air pulled 
through nozzles; not allowing 
system to create vacuum) 

Capping station not making good 
seal against the printhead. 

 
Pinched/kinked ink tube(s) 
 
 

Ink Tanks may not have enough ink 
in them to prime system. 

Ink Tank Issue  

 

Toolbox displays Ink_Error  
 

Printhead ink channel(s) are clogged 
 

Toolbox displays Ink Valve Error.

Damaged Ink Coupling (revolver) 

Wet the Printhead nozzles 
using distilled water and a 
wet, lint-free cloth. 

Check for obstruction. Is the 
Head Media Guide in the 
way? Try removing it. 

Check ink tubes. Is the 
Antistatic Brush Assy 
pinching tubes? 

Replace Ink Tank(s). 
 
 

 

 

 
 

Replace the Printhead. 

 
Contact Service Support. 

 

Ink leaking from the 
printhead nozzles 

Print Engine was opened to angle 
greater than 60º. 

 

Table is not level. 
 

 

Excessive back-pressure within ink 
system; caused by print engine being 
powered-down when not in use. 

 
 

Wicking material, inside capping 
station, is making contact with the 
printhead nozzles. 
 
Opening in ink system; allowing 
loss of vacuum. 

Do NOT open Print Engine 
to angle greater than 60º. 

Manually clean printhead. 

Make sure table, that printer 
is placed on, is sturdy and 
level. 

Allow print engine to remain 
powered-up, when not in use, 
so it can routinely cycle the 
pinch valve to equalize back-
pressure in the system. 
 
Replace the capping station 
or the entire service station. 

 

Install missing Ink Tanks.  
Verify that Ink Tank Latches 
are fully closed and locked. 
Clean Ink Couplings. 
Verify that Printhead Latch 
is fully closed and locked. 
Contact Service Support. 
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The Printer 
NOTICE: The printer will not print if any of the five ink tanks are empty or missing. 

Dots or Lines Printed on Media 

CONDITION PROBLEM SOLUTION 

Multiple horizontal black 
lines are printed down the 
length of the media. 

You have exceeded 
the maximum print 

 
the max print width of printer.  
NOTE: This symptom only occurs with older 
firmware. Contact Service Support to update the 

 

A thick horizontal black line 
is printed at or near the 
trailing edge of the media. 

Purge Bar is hitting 
trailing edge of 
media. 

Media is hesitating 
or skewing during 
transport.
 

Hole in media is 
passing over the 
Paperpath Entry 
sensor. 
Media is oddly 
shaped (running 
media with open 
flap at trailing edge).  

To help keep nozzles from drying (clogging); all 
nozzles of the printhead are purged, between 
each page.   

Check/adjust media feed setup.  
Check for proper install of Antistatic Brush 
Assembly. 
Check for obstruction within the Print Engine. 

Rotate media and image so hole in media does 
not travel over the Paperpath Sensors. 

in the User Interface Menu of the Toolbox. 

the User Interface Menu; please contact service 
support and ask them to update the firmware. 

Use compatible media. 

Very small dots (gray 
overspray) are being printed 
down length of media. 

These dots are 
formed by interpage 
nozzle spitting. 
Controlled by the 
KWS (Keep Wet 
System) setting. 

Interpage (on the page) nozzle spitting is 
normal. This feature is used to help keep nozzles 
from drying/clogging.  
The 
Level of spitting. 
the User Interface Menu; please contact service 
support and ask them to update the firmware. 

 

Power Problems 

CONDITION PROBLEM SOLUTION 

Main Power Switch is ON, 
but the ON/OFF button does 
not illuminate. 

No power being 
delivered to printer 
or print engine not 
powered-on. 

Check that the power cord is plugged in. 

Check that the wall power outlet is live.  

Check that Main Power Switch is turned ON. 

Press the ON/OFF button and wait 45 seconds. 

 ON/OFF button 
pressed more than 
once. 

After pressing the ON/OFF button it takes about 
45 seconds for the print engine to power-up and 
the lights to illuminate. 

 Problem within 
printer. 

Disconnect Power Cord and check Fuse in 
Receptacle. 

Contact Service Support. 
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Service Station Problems 
WARNING! Many of the issues related to Service Station function will require a qualified Service Person, 
or properly trained person, to diagnose and fix these issues. If you h
feel comfortable performing these procedures; please contact your Service Support Representative. 
 

CONDITION PROBLEM SOLUTION 

Service Station Drive 
Motor stalls. 
 
 
 

Service Station was not installed 
properly. 

 
 
 
 
Wiper roller securing latches are 
not closed; preventing Service 
Station sled from moving 
properly.  

Damaged Service Station 

Jammed gear train due to broken 
post or improperly seated gears. 
Damaged Motor 

Eject Service Station. Cycle print 
engine off/on. If drive motor turns 
without stalling then motor is OK. 
If you have trouble ejecting the 
Service Station, call Service 
Support. 

Before re-installing Service 
Station, make sure: wiper roller 
latches are closed and not 
damaged. 

Replace Service Station. 

Call Service Support. 

or stalls 
 

Cable not connected. 

 
 
Squeegee blade wedged, not 
seated properly.  

Debris build-up on blade and 
rollers, increasing friction. 

Bad wiper roller motor 

Verify ribbon cable and motor 
cable are properly connected to 
board on side of Service Station. 

Reseat squeegee blade. 

 
Clean rollers and blade. 

 

Replace Wiper Motor Assembly or 
Service Station. 

Color mixing occurs after 
wiper roller performs a 
cleaning 

Wiper Roller is over-saturated. 
 
 

Squeegee blade is not seated 
properly, damaged or bowed. 

Allow printer to sit, powered ON, 
for 2-3 hours or replace wiper 
roller. 

Reseat wiper roller squeegee 
blade. If squeegee blade is 
damaged/bowed, replace 
component or Service Station. 

Service Station cannot be 
manually removed from the 
Print Engine 
 

Wiper Roller Latches were not 
completely closed when the 
Station was installed. Latches 
now hooked on bottom of paper 
path. 
 

Service Station was manually 
installed too far with Lifting Arms 
up. Damaged Lifting Arms 

Carefully unhook Latches from 
bottom of paper path and secure 
latches. 
If wiper roller latches are 
damaged; replace Wiper Motor 
Assembly or Service Station.  

Call Service Support. 
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Interface Communication Problems 

CONDITION PROBLEM SOLUTION 

M Series Driver does not 
respond to printer being 
connected via USB.  

Driver shows printer off-line, 
even with printer connected and 
powered-up. 

 

 

 

 

 

 

wrong one was selected. 

System is hung-up. 

 
USB Port, or Cable Connection 
problem 

 

 
 

Verify that you are selecting the 
appropriate USB port in the 
driver Ports Tab. Note: During 
driver install the USB port was 
automatically assigned. However 
if someone changes the port 
setting in the driver you will need 
to manually reassign the port.  

If a second M Series Driver was 
loaded; be sure to select the 
appropriate one as your default. 

Clear spooler, and then reboot 
printer/computer.

Test using known good USB 
cable; replace cable if necessary. 
If still no communication; check 
printer using another known 
good system (computer, 
software, cable). 

No communication with  
Toolbox utility. 

Computer system does not meet 
minimum requirements. 

Microsoft .NET Framework  not 
installed or version not 
supported. 
 

Web Server) not responding.  

Firewall is blocking 
communication with Toolbox. 

System is hung-up. 

USB Cable connection issue.  

Check that computer system 
meets minimum requirements. 

Install Microsoft .NET 
Framework 3.5 (32 bit) or 4 (64 
bit). 

 
Close and reopen Toolbox utility. 

 
Change firewall settings to allow 
access. 

Reboot printer/computer. 

Check/replace USB cable. 

Job is sent, but printer does not 
feed or print. 

Printer not connected to 
computer. 

Printer Error 
 
Media Sensor is covered in Print 
Engine. 

Improper Driver Config. 

System is hung-up. 

Incorrect settings for wiper & 
pump motors. 

Connect printer cable to 
computer and resend job. 

Open Toolbox utility to view 
errors.  
Open clamshell and remove 
media. 

Uninstall, Re-install Driver. 

Reboot printer/computer.  

Call Service Support 

Erratic output  
(printing garbage, feeding blanks, 
etc.) 

Problem with software 

 
 
Improper driver selected. 

System was disrupted by static 
energy. 

Test from another software 
program. Contact software 
vendor. 

Use M Series Driver 

Reboot printer/computer.  
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Feeding Problems 

CONDITION PROBLEM SOLUTION 

Intermittent feeding Media Support Wedge not used. 

 
Side Guides set too tight to media. 

Dirty Feed Rollers. 

 
 
Paper stuck together. 

Uneven mail piece. 

The Media Support Wedge adds a slope to 
the stack and helps feeding. 

Readjust Side Guides. 

Clean the Feed Roller with distilled water 
and a cloth. Do NOT use any solvents as 
they may damage Rollers. 

Fan media before placing it in Printer. 

Tap inserts to front of envelopes and retry. 

Multiple feeds 
(double feeding) 

Separator gap not set properly. 

Media stuck together. 

Adjust Separators to thickness of media. 

Fan the media before loading in Printer. 

Failure to feed Side Guides set too tight to media. 

No power to Printer. 

 
 

Feed gap too tight. 

Feed gap too loose. 

Material is out of specification. 
 

Motor on, Feed rollers not turning. 
Clutch not engaging (forwarding 
rollers turning, but paper feed 
rollers not turning)  

Motor not driving 

No power.

Readjust Side Guides. 

Check that power is ON (Main Power 
Switch and ON/OFF button) and that the 
power cord is plugged in. 

Adjust Separator to thickness of media. 

 

Maximum thickness is 0.020". 
 

Check/Clean Paper Sensors. If problem 
persists, call Service Support. 

 

 
Call Service Support 

See Power Problems in this Section. 

Jams Paper path obstruction. 

 

Paper not loaded properly. 

Media Support Wedge not 
adjusted properly.

Separators improperly adjusted. 

Media curled or bent. 

The Separators are worn. 

Paperpath Exit sensor is having 
trouble seeing the underside of the 
media (non-reflective colors). 

Feed Encoder dirty / misadjusted. 

Clear jam and remove pieces remaining in 
print engine. 

Load media as instructed in manual. 

Adjust Media Support Wedge. 

 

Adjust Separators to thickness of media. 

Uncurl media. 

Replace Separator tips. 

 
 

Call Service Support 
Right edge of media 
being damaged as it 
travels through print 
engine area 

Media is hitting the limits inside 
the print engine. 

Make sure Adjustable Media Side Guide 
is at least 1/  

se 
narrower stock. 

Blank piece(s) fed at 
end of job and or last 
piece does not exit the 
Print Engine. 

 

 
Feed Sensor is dirty/dusty. 

In the Max Throughput mode the printer 
will feed 1 or 2 blanks at end of job. Set to 

 

Clean Feed Sensor 
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Errors and Warnings 

Printer Alert Window Messages 

Messages sent from the driver and displayed on PC screen 
in a small popup window. 
 

MESSAGE SOLUTION

Cleaning in Progress Wait until the message disappears. The printer will start printing your job 
once the cleaning process has completed. 

Incompatible Printhead Remove and re-insert your printhead cartridge. Replace printhead. Printhead 
cartridges must be purchased from authorized supplier for this printer model. 

 Replace Ink Tank. Ink Tanks must be purchased from authorized supplier for 
this printer model. 

 
Example: Black Ink Low 

Reorder Ink 

 
Example: Cyan Ink Out 

Replace empty Ink Tank 

Load Paper Out of Paper. Load paper into printer and press the PAPER/RESUME button. 

Mechanical Jam Check for and remove obstruction, then press PAPER/RESUME button. 
Check/Clean sensors. If problem persists contact technical support. 

Missing Printhead Remove printhead cartridge. Check/clean electrical contacts. Reinsert 
printhead. Replace printhead.  If problem persists contact technical support. 

Multiple Inks Low Reorder Ink 

Multiple Ink Tanks Out Replace empty Ink Tanks 

Multiple Ink Tanks are 
missing 

Insert missing Ink Tanks.  
Clean electrical contacts and re-seat Ink Tanks. 

Multiple Unauthorized 
Ink Tanks 

Remove and re-insert Ink Tank. Replace Ink Tank. Ink Tanks must be 
purchased from authorized supplier for this printer model. 

Paper Jam Remove jammed media. Check for proper feed setup, then press 
PAPER/RESUME button.  
Check/Clean sensors. If problem persists contact technical support. 

Printhead Latch Open Ensure printhead cartridge has been inserted properly then closer the 
printhead latch so it locks. 

Print Zone Assembly 
(Clamshell) Open 

Check to be sure the Clamshell is completely closed and latched. Make sure 
Print Engine Latches are secure. 

missing 
Insert missing Ink Tank.  
Clean electrical contacts and re-seat Ink Tank. 

Tank Installed 
Ink Tanks must be purchased from authorized supplier for this printer model. 

Unauthorized Printhead Printhead cartridges must be purchased from authorized supplier for this 
printer model. 
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Toolbox System Status Messages 

Use the Toolbox System 
Status screen to quickly 
determine and locate a 
problem in the Printers.  

Status Indicator ERROR 
shows in the red box.  

Printer Graphic Icon 
highlights which area of the 
Printer and system is affected. 

System Status information on 
the right displays the basic 
problem (in red).  

Valid for printers with firmware version R15 20171219 or higher installed. 
 

SYSTEM STATUS PROBLEM SOLUTION 

PAPERPATH_FEED_TIME
OUT 
 

Out of Paper 
Media is not reaching 
the print engine. 
Hesitation in media feed. 

Load media into printer and press the 
PAPER/RESUME button. 
If media is present; check/adjust the 
guides and separators. 
Tip: It is also possible to get this error if 
the media jams after reaching the 
Paperpath Exit sensor, and the trailing 
edge is still in the Entry sensor. See 
below.

 

 

Possible Paper Jam; if 
error is shown in 
combination with 

printhead or clamshell 
 message. 

Problem with Paperpath 
Entry Sensor or paper 
sensor in feed section. 

 
 

 
 
Check/clean sensors. 
Call for service. 

 Purge Bar Position 
(BoF) is exceeding gap 
between pieces and 
confusing printer. 

Reduce purge bar position setting.   
Should be set, so it purges, 3mm past 
edge of media. Check value in Toolbox 
and Driver. Values are cumulative. 
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Toolbox System Status Messages (continued) 

SYSTEM STATUS PROBLEM SOLUTION 

PAPERPATH_PAPERJAM 

Paperpath: Entry:Yes   Exit:Yes 
or 
Paperpath: Entry: No   Exit:Yes 
or 
Paperpath: Entry:Yes    Exit:No 
 
No = not blocked 
Yes = blocked (interrupted) 

Paper Jam 
Media jam detected. 

Printer has detected that 
one of the media sensors 
is blocked (interrupted). 

Carefully open the Clamshell, remove 
jammed Media from printer and close 
the Clamshell. The System Status 
message in red should go away. 

change to:  
Paperpath: Entry: No  Exit: No 
If not; sensors may need to be cleaned. 

After you clear the jam you can; 
Press RESUME button to continue 
printing. 
Press the CANCEL button to cancel the 
job, and then manually clear the job 

 

PAPERPATH_PAGE_ 
SEQUENCE 

Paper length change 
detected. 

Paper density change 
detected. In this case the 
error may change to 
Paperpath_Paperjam 
shortly after detection. 

 
Check/set sheet separation. 
 
If using envelopes or media with 
varying density, please be sure that the 
Too
unchecked (off). Check/clean Paperpath 
Entry sensor. 

X_INK_LOW 
 
Example: CYAN_ INK_LOW 

X = Color. 
One or more Ink Tanks 
are low on ink. 

Ink Tank replacement will be necessary 
soon. Reorder Ink

INK_OUT_X 
 
Example: INK_OUT_YELLOW

 

X = Color or MULTI 
One or more Ink Tanks 
are out of ink 

NOTE: If the message 

displayed; please contact 
service support and ask 
them to update the 

 

Replace empty Ink Tank(s). 
WARNING! Use proper procedure to 
replace Ink Tank(s) to avoid damage. 

 
 
Select erify 
that Ink Tanks are seated firmly and 
latches are fully closed. 
 
Verify that the printer is on a stable, 
level surface. 
Try to clear the error by pressing  

button, 
located  in the Toolbox. 

CARTRIDGE_MISSING_X 

 

X = Color or MULTI  
Missing Ink Tank, or Ink 
Tank not being 
recognized 

Replace Ink Tank(s) using proper 
procedure. 
Insert missing Ink Tank. 
Clean Ink Tank contacts as outlined in 

 
Clear error by 
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Toolbox System Status Messages (continued) 

SYSTEM STATUS PROBLEM SOLUTION 

DOOROPEN_FRONT Printer has detected that 
 and securely latched at both sides. 

If closed; contact Service to check latch 
& switch. Service Tech - if problem 
occurs after firmware is updated on a 
Z2i engine; please contact tech support 

 

MAINTENANCE_BUSY  
 

Printer is performing 
maintenance. 

No action is required. Wait for printer 
to finish. 

 Printer is waiting to 
perform maintenance;  
if error is shown in 
combination with 

printhead or clamshell 
open" and there is no 
maintenance activity 
(noise) coming from 
printer. 

Remove media from print engine. See 
 

 
If problem continues clean Paperpath 
Entry and Exit sensors.  
NOTE: 
in the Toolbox, will not solve issues 
caused by a non-responsive Exit 
Sensor. 

If problem continues contact Service. 

System Status: ONLINE 
 
Reason: Uncapped printhead 
or clamshell open 
 

This condition will be 
displayed after the 
Service Station is ejected 
(using the Eject Service 
Station button). 

Re-install the Service Station (as 
outlined in this manual)  

DATA_PATH_UNDERRUN Media is not making it 
from the entry sensor to 
the exit sensor in the 
appropriated time. 
Possible issue with 
format or orientation of 
job being sent. 
Dirty Encoder Wheel 

Check/clean transport rollers. 
Check/clean sensors.  
 
 
Try changing the orientation setting in 
the software/driver or setting a different 
media size. 
Check/clean the Encoder Wheel.  
If problem persists contact technical 
support. 

[Crit 63 03-phead offline 
cancelpage restart] 

Dirty Printhead contacts.  
 
Printhead or Pen Board 
fault. 

Eject Printhead and inspect/clean 
contacts. 
Replace Printhead 
Call for Service Support. 

PRINTHEAD_MISSING Printer is still initializing 
or some other issue is 
keeping it from fully 
initializing. 

If printer was just powered on, or 
printhead was just installed; wait a few 
minutes, error should clear by itself. 
Call for Service Support. 

PRINTHEAD_MISSINGQA No printhead installed or 
printhead not making 
proper connections. 

Install Printhead Cartridge. 
Remove printhead and check/clean 
contacts; then reinstall printhead. 
Replace printhead. 
Refer the appropriate sections in this 
manual for removing and installing the 
printhead cartridge. 
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Toolbox System Status Messages (continued) 

SYSTEM STATUS PROBLEM SOLUTION 

PRINTHEAD_UNPRIMED Printhead priming 
process has not complete 
or has failed. 
Ink delivery issue. 

If just powered on, or Tanks/Printhead 
just installed, wait a few minutes; error 
may clear by itself. 
Replace missing/empty Ink Tanks or 
Tanks that are reading less than 30%.  
Check for kinked or pinched ink tubes 
(Antistatic Brush Assembly may be 
pinching tubes). 
Release Printhead and reinstall; using 
proper techniques. 

MECH_CANCELPAGE Job was canceled by 
user pressing the 
CANCEL button.
 
Job was interrupted by 

momentarily opened.  

Wait until print job has cleared from 
printer. Then manually clear job from 

print job.  

securely l

continues contact service support. 

MECH_FAIL_PERMANENT 
 
Reason: Sled lift failed 
Reason: Ink valve failed 
Reason: Sled home failed
 

Mechanical failure or 
sensor failure. One of 
the printe
components was not 
properly registered at the 
expected position. 

If the Service Station was just installed; 
check to be sure it was installed 
properly.  
If problem persists, call for Service 
Support. 

WIPER OVERTEMP 

 

Wiper Motor is 
overheated due to 
performing a Wiper 
Transfer (removing 
excess ink off Service 
Station Wiper) too often 
or for multiple or 
extended periods. Printer 
will continue 
maintenance after Wiper 
Motor cools down. 
Message will disappear 
once the temperature 
returns to operating 
range. 

Wait for Wiper Motor to cool down, 
Printer will automatically resume 
operation. NOTE: If running a number 
of short jobs or jobs on smaller media, 
reset Mid-Job Servicing interval to a 
higher number of pages. 

WIPER ERROR 

 

Wiper Roller is not 
turning. This can be 
due to: 

1. White flex cable is 
dirty, broken or not 
connected. 

2. Wiper Module (motor) 
failure. 

3. DPCA failed at J17 
terminal. 

 
 
 

1. Check white flex cable and 
connections. 
 

2. Replace Wiper Module. 
 

3. Check and/or replace DPCA board. 

 


