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FlexPackPRO - Troubleshooting 
Missing/Skipped Print Cycles 

 

This document is intended to be a supplement to the User’s Manual provided with each FlexPackPRO 
system and is provided solely as a convenience to the user/distributor.  Please refer to the User’s 
Manual for your model for further details and instruction. 

Inspection, adjustment, and cleaning tasks described below should only be performed by qualified 
individuals with prior training with these printers.   

 

 

Missing or skipped print cycles can take several forms.  Begin by 
identifying the nature of the missing print.  Here are four possibilities, 
each of which is reviewed in detail in the following pages -  

 Printer cycling every time, but no print seen (Page 2) 

 Printer cycling every time, but some prints missing (Page 5) 

 Printer cycling sometimes, but not with every package (Page 7) 

 Printer not cycling at all (Page 9) 
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Printer cycling every time, but no print seen 
 

In this scenario, the printer is seen to be cycling with each package/label, either by direct 
observation of the print head or by increased print cycle count on the printer screen, but 
no print is produced on the substrate.  In direct observation the print head can be seen 
moving down to the substrate as well as moving the full length of the print area. Check 
the following and resolve as applicable: 
 

1. Verify that the selected template is not blank 
a. Observe preview image on screen to ensure that there is data to print 
b. Confirm that the background of the template name shown at the top of the main screen 

is not red in color indicating a corrupt or non-compatible template 
c. Load another, known good, template and try printer again 

i. If screen is blank or changing to another template restores print, then recreate 
suspect image with printable data and reload. 

If resolving template issues restores proper operation, then return printer to service.  If 
problem remains, continue below. 
 

2. Air pressure – insure that the printer has the appropriate air supply and that the print head is 
actually coming into contact with the substrate with each cycle. 

a. Pressure setting can be verified at the gauge supplied with the printer.  Follow the blue 
air tubing back from the printer to the filter-regulator-gauge assembly and observe the 
pressure indicated 

i. Typical pressures are in the 1.5 – 2.5 bar range, sometimes as high as 3 bar 
ii. If pressure is low present, adjust regulator setting to restore print 

iii. If no pressure present resolve supply issue to the printer 
b. Observe air pressure indication during print cycle 

i. Some variation in pressure is normal as other pneumatic operations consume 
air volume 

ii. Sustained drops in pressure, especially during print cycle, can result in lost prints 
1. Change source of air supply to the filter-regulator-gauge assembly to a 

point where a more constant supply is maintained 

If resolving air pressure issues restores proper operation, then return printer to service.  
If problem remains, continue below. 
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Printer cycling every time, but no print seen – cont’d 
 

3. Observe spent ribbon on cassette 
a. If there is a faint outline of the desired print but pigment has not been released from 

the ribbon check the following and resolve as appropriate –  
i. Air pressure as outlined in Item 1 above 

ii. Proper ribbon threading – ribbon must pass between thermal print head and 
adjacent roller.  If ribbon is on same side of roller as print head, proper release 
will not be achieved 

iii. Proper positioning of rubber pad under print area 
1.  A sturdy yet resilient surface must be in place to support the print head 

operation.  If the rubber pad has been moved to one side, perhaps to 
gain access to the print head for cleaning, proper pigment release 
pressures will not be achieved and not print will be produced. 

2. Restore pad to proper position and secure in place 
b. If there is evidence of the print being executed but the ribbon is not advancing –  

i. Load a different template and make several print cycles 
1. If the feed is restored, then the issue may lie in the first template 

design.  Review the design in ProCode and reload to printer memory.  
2. If the feed is not restored check the printer for any mechanical issue 

that is preventing ribbon advance 

If resolving ribbon feed and pad position issues restores proper operation, then return 
printer to service.  If problem remains, continue below. 
 

4. After confirming air pressure is available and set correctly and that the ribbon is threaded and 
advancing properly navigate printer screen to the General Settings page (refer to manual 
supplied with printer).   

a. Press the Print Valve button while observing the thermal print head.  The head should 
move up and down with each touch of the button 

i. If head does not move up and down check for air leaks/loss of pressure to head 
(likely audible) 

ii. If no leaks are observed, access the print head solenoid within the rear panel of 
the print engine and manually operate.  

1. If head moves up and down with manual operation use a volt meter to 
check pulse to solenoid coil while pressing Print Valve button on 
General Settings screen.  

a. If no voltage present with pulse, circuit board or connection to 
solenoid is inoperative.  Repair or replace. 

b. If voltage is seen with pulse, replace solenoid 
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Printer cycling every time, but no print seen – cont’d 
 

a.  While in General Settings also press in turn Horizontal Motor and Ribbon Motor 
buttons.  Observe each motor and confirm that they turn with their associated button 
actuation.  Note that the horizontal motor operates in both directions while the ribbon 
motor only turns one way.  Assuming that proper ribbon feed and cycling was confirmed 
in earlier steps, these motors are operating properly 

If resolving valve and motor issues restores proper operation, then return printer to 
service.  If problem remains, continue below. 
 

5. Turn off printer power and inspect print head and attached cable 
a. Print head should be securely mounted and not loose 
b. Print head assembly should move freely along the length of the print area (intermittent) 
c. Cable should be securely seated in the print head socket and be free of nicks or damage 
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Printer cycling every time, but some prints missing 
 

In this scenario, the printer is seen to be cycling with each package/label, either by direct 
observation of the print head or by increased print cycle count on the printer screen, but 
a print is sometimes not produced on the substrate.  In direct observation the print head 
can be seen moving down to the substrate as well as moving the full length of the print 
area. Check the following and resolve as applicable: 
 

1. Air pressure – insure that the printer has the appropriate air supply and that the print head is 
actually coming into contact with the substrate with each cycle. 

a. Pressure setting can be verified at the gauge supplied with the printer.  Follow the blue 
air tubing back from the printer to the filter-regulator-gauge assembly and observe the 
pressure indicated 

i. Typical pressures are in the 1.5 – 2.5 bar range, sometimes as high as 3 bar 
ii. If pressure is low present, adjust regulator setting to restore print 

iii. If no pressure present resolve supply issue to the printer 
b. Observe air pressure indication during print cycle 

i. Some variation in pressure is normal as other pneumatic operations consume 
air volume 

ii. Sustained drops in pressure, especially during print cycle, can result in lost prints 
1. Change source of air supply to the filter-regulator-gauge assembly to a 

point where a more constant supply is maintained 

If resolving air pressure issues restores proper operation, then return printer to service.  
If problem remains, continue below. 
 

2. Observe spent ribbon on cassette 
a. If there is evidence of the ribbon advancing inconsistently –  

i. Clean the ribbon feed roller  
ii. If the feed is not restored check the printer for any mechanical issue that is 

preventing ribbon advance 

If resolving ribbon feed and pad position issues restores proper operation, then return printer to service.  
If problem remains, continue below. 

3. After confirming air pressure is available and set correctly and that the ribbon is threaded and 
advancing properly navigate printer screen to the General Settings page (refer to manual 
supplied with printer).   

a. Press the Print Valve button while observing the thermal print head.  The head should 
move up and down with each touch of the button 
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Printer cycling every time, but some prints missing – cont’d 
 

i. Access the print head solenoid within the rear panel of the print engine and 
manually operate.  

1. If head consistently moves up and down with manual operation use a 
volt meter to check for a consistent pulse to solenoid coil while pressing 
Print Valve button on General Settings screen.  

a. If voltage present is not consistent with pulse, circuit board or 
connection to solenoid is inoperative.  Repair or replace. 

b. While in General Settings also press in turn Horizontal Motor and Ribbon Motor 
buttons.  Observe each motor and confirm that they turn with their associated button 
actuation.  Note that the horizontal motor operates in both directions while the ribbon 
motor only turns one way.  Assuming that proper ribbon feed and cycling was confirmed 
in earlier steps, these motors are operating properly 

If resolving valve and motor issues restores proper operation, then return printer to 
service.  If problem remains, continue below. 
 

4. Turn off printer power and inspect print head and attached cable 
a. Print head should be securely mounted and not loose 
b. Print head assembly should move freely along the length of the print area (intermittent) 
c. Cable should be securely seated in the print head socket and be free of nicks or damage 
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Printer cycling sometimes, but not with every package 
 

In this scenario, the printer is seen to be cycling, either by direct observation of the print 
head or by increased print cycle count on the printer screen, but not in concert with the 
packaging machine.  Sometimes the packaging machine advances a cycle without the 
printer also cycling. 
 

Verify an incoming print signal as follows -  

 Press the Stop button on the main printer screen and then navigate to the General Settings 
page.   

o Near the top right of the screen is a button labeled Contact.  Observe this button as the 
next steps are taken 

 Run the packaging machine for a few cycles 
o Please note the Contact indicator above – it should change with every print signal 

received 
 If the Contact button is not changing with every packaging machine cycle, then 

there is an issue with the incoming signal from the host unit 
 This may be as simple as a loose connection to the printer so start by 

checking the contact cable first (with the power off) 
 If the Contact button is changing with every cycle, then there is an issue within 

the print system 
 Begin by powering down the printer and checking to see that all cables 

are fully inserted and secured.  DO NOT reconnect any cable with power 
still applied.  Power down, reestablish connection, then restore power 

If resolving the incoming print signal restores proper operation, then return printer to 
service.  If problem remains, continue below. 
 

Check to see if the skipped print occurs at regular intervals –  

 Skipping every other print may indicate that the print delay on the General Settings screen is 
excessive 

o On intermittent machines the print delay serves little function and should usually 
remain at default settings  

 Print position changes are to be made mechanically 
o On continuous machines the print delay is often used for print positioning.   

 To restore consistent prints on every cycle, return the print delay to a lower 
value and then make position changes by adjusting the timing of the trigger 
signal from the host, or adjust the position mechanically 
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 Skipping every other print may also indicate that the host machine is cycling too fast for the 
print data to refresh or the printer to return to home.   

o Try a lower production rate 
o Minimize the number of automatically updating fields such as time, date, counters, etc. 
o Note that print skipping every 60 second is an indication that the print is missed when 

the template is updating the image based on the internal clock 
 Choosing a smaller font size or simpler font may help 
 Try running at a lower speed to see if the issue resolves 
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Printer not cycling at all 
 

In this scenario, the printer is not cycling at all.  The packaging machine advances without 
the printer also cycling. 
 

Verify the presence of an incoming print signal as follows -  

 Press the Stop button on the main printer screen and then navigate to the General Settings 
page.   

o Near the top right of the screen is a button labeled Contact.  Observe this button as the 
next steps are taken 

 Run the packaging machine for a few cycles 
o Please note the Contact indicator above – it should change with every print signal 

received 
o If the Contact button is not changing with every packaging machine cycle, then there is 

an issue with the incoming signal from the host unit 
 This may be as simple as a loose connection to the printer so start by checking 

the contact cable first (with the power off) 
 Proceed to verify that the printer will accept a signal (see steps below) 

o If the Contact button is changing with every cycle, but the printer does not operate, 
then there may be an issue within the print system 

 Begin by powering down the printer and checking to see that all cables are fully 
inserted and secured.  DO NOT reconnect any cable with power still applied.  
Power down, reestablish connection(s), then restore power 

 Proceed to verify that the printer will accept a signal (see steps below) 
 Verify that the printer will accept an incoming signal 

o Please refer to the printer manual as you execute the following steps 
 Note the incoming signal type.   
 Dry contact is the preferred method. 
 Record the existing print signal connections and set aside 

 Verify that the connection found is properly configured for the printer 
according to the diagrams in the printer’s manual or other FlexPackPRO 
connection guide 

 Disconnect the four wires on the connection cable (5-red, 17-white, 24-brown, 
and 25- pink) used for print trigger  

 Isolate these four wires so that they do not make contact with each other or any 
other wire, circuit, or surface except as described in the next steps 

 Connect the wires 5 (red) and 24 (brown) from printer connection cable 
 Load a template and start the printer 
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Printer not cycling at all – cont’d 
 

 Briefly touch the wire 17 (white) and wire 25 (pink) to each other – a print cycle 
should occur each time that they make contact with each other 

 If the machine cycles with each contact of wires 17 and 25, you have 
just verified proper operation of the printer and further diagnosis 
should be focused on the incoming print signal from the host 

 If the machine will not cycle with each contact of wires 17 and 25, there 
may be an issue with an internal printer connection or circuit board  

 Once you have verified the incoming signal restore the original connection 
according to the configuration you recorded earlier, if applicable, or a proper 
configuration for the printer 

 

 

 

By this point, unless you are awaiting new parts, the printer should be running again.  If not, additional 
assistance should be sought from FlexPackPRO.  Please have your printer model and serial number 
available as well as details regarding the host machine and connections used.   

 

Other notes  
 

This document is offered as a convenience for distributors and users of FlexPackPRO Thermal Transfer 
Overprinters and is intended as a supplement to the User’s Manual supplied with each machine.  Please 
refer to that document for further detail and instruction and follow all safety warnings and guidance 
provided therein.  

For further information, please contact your FlexPackPRO distributor or visit us on the web at 
www.flexpackpro.com 

 


