


Partshere Troubleshooting

Standalone running test
This test verifies that tray 4 is functioning correctly. For this test, use the LED that is located on the 
controller PCA on tray 4.

Note If tray 4 is mounted underneath the printer, jams might occur because the printer will not pick up the 
media. To prevent excessive jams during this test, feed only six to eight pages.

1 Make sure that media is in the tray.

2 Set the DIP switches on the controller PCA for the standalone running mode.

3 To set the power-supply switch to diagnostic mode, pull the blue power-supply switch outward. 
The motors start. Media should be lifted from the tray.

If the unit does not work correctly, the lower service LED on the controller PCA flashes in a 
pattern that indicates the problem. (See table 25 on page 223 for an interpretation of the LED 
patterns.)

4 To stop the test, return the power-supply switch to the operational mode, and set the DIP 
switches on the controller PCA to the off position (see table 24). Open tray 4, and remove any 
media from the paper path.

Sensor test 
This test manually activates the sensors on tray 4 to test whether they are working correctly.

1 Set the DIP switches on the controller PCA for the sensor-test mode.

2 For each paper sensor, perform the following actions:

• Pull open the paper tray.

• Remove the metal spring that holds the sensor unit in place (secured by one screw).

• Pull out the sensor unit.

3 To set the power-supply switch to the diagnostic mode, pull the blue power-supply switch 
outward.

4 To manually activate each sensor, press it in.

• When you activate the sensor, the bottom service LED on the controller PCA illuminates. 
When you release the sensor, the LED turns off.

• If the LED does not come on, a problem exists with the sensor. Replace the corresponding 
FRU.

5 To stop the test, return the power-supply switch to the operational mode, and set the DIP 
switches on the controller PCA to the off position (see table 24).
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Note Make sure that you turn the power supply off and set all the DIP switches to the off position (normal 
settings) when you finish the diagnostics, or the unit will not work correctly. Then, replace the back 
cover.

Light-pattern interpretation
If tray 4 is working correctly, it picks up media from the tray and feeds it to the printer, and the bottom 
service light flashes regularly every 0.5 seconds.

Note If the LED does not illuminate, replace the paper-deck PCA or the universal-power-supply assembly.

Table 24.  DIP switch settings 

DIP switch Normal Motor test Stand-alone 
running test

Sensor test

1 Off On On Off

2 Off On Off Off

3 Off Off Off On

4 Off On On On

Table 25.  Tray 4 light-pattern interpretation

Long
(1 sec.)

Short (0.03 
sec.)

Error number and 
meaning

Recommended action

3 1 66.11.01
lifter malfunction

Lift the tray by hand to make sure that it lifts smoothly. 
Make sure that the paper-size plates are correctly 
installed (in the same corresponding slots) and are not 
bent. If neither if these is the problem, replace tray 4.

2 1 13.11.11
registration-sensor 
delay jam

If the media does not reach the sensor, open the door 
and remove the media. Replace the paper pickup 
assembly.

2 2 13.11.3B
registration-sensor 
station jam/initial jam

Open the door, and remove the media. Check the 
sensors, and replace the corresponding FRU.

2 3 13.11.31
jam-sensor delay jam

If the media did not reach the sensor, open the door 
and remove the media. Replace the paper pickup 
assembly.

2 4 13.11.21
13.11.2B
jam-sensor stationary 
jam/initial jam

Open the door and remove the media.

1 1 paper-path door open Close the door.

1 2 tray open

wrong size of media 
loaded

Close the tray.

Load the correct size of media, or check the sensors.

1 3 no media in tray Load the media, or check the sensors.
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Jam troubleshooting 

Jams occur either when media does not reach or does not clear a photosensor along the printer 
paper path in a specific amount of time. If a media jam occurs, a 13.xx PAPER JAM message 
appears on the printer control panel. The following table lists general questions that you should ask 
and topics that you should explore before troubleshooting.

Table 26.  General jam troubleshooting questions

Problem Action

What is the frequency of the 
jams (continuous, one jam per 
100 pages, one jam per 1,000 
pages, or some other interval)?

Verify the frequency of the jam with the customer. Print or view the event log 
to determine the jam history. See "Event log page" on page 175.

Do jams only occur when the 
media is fed from a particular 
input source (tray 1, tray 2, tray 
3, or tray 4)?

See "Jams" on page 225 and "Paper-path test" on page 213 to isolate the 
problem.

Do jams only occur when media 
is delivered to a specific output 
bin (for example, the face-down 
bin, face-up bin, duplexer, 
stapler)?

See "Jams" on page 225 and "Paper-path test" on page 213 to isolate the 
problem.

Do jams occur with a specific 
type of media?

Try media that is known to perform well. See the HP LaserJet Printer Family 
Print Media Guide.

Where does the leading edge of 
the first sheet of media in the 
printer paper path stop when a 
jam occurs? Are any sheets of 
media physically damaged or 
torn?

Attempt to duplicate the problem. See "Paper-path test" on page 213.
Inspect the paper path and all mechanical assemblies in the path in advance 
of the leading jam.

Is the customer loading the trays 
correctly?

Observe the customer loading the media. See correct paper-handling 
procedures in the HP LaserJet Printer Family Print Media Guide.

Is the customer overfilling the 
trays?

Make sure that the media level is not above the maximum fill marks in the 
paper trays. Observe the customer loading media in the trays.

Are the tray guides set correctly? Make sure that the tray 2 and tray 3 paper guides are set correctly both at the 
front and rear of the tray. Make sure that the front fence is locked into the 
correct position. For tray 4, make sure that all adjustments are set correctly: 
front, back, and side at the top and bottom of the tray.

Does the printer need cleaning? Inspect the paper path and paper-path rollers. See "Internal cleaning" on 
page 62.

When was the user maintenance 
performed on the printer?

From the configuration page, determine the number of pages since the last 
maintenance. The preventive maintenance kit should be installed every 
350,000 images.

Is the custom-size switch set 
correctly?

Make sure that the switch is set correctly for the media that is selected.
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Jams
Jams occur most often when the following conditions exist:

Trays are not correctly loaded (the media does not meet the specifications listed in the HP 
LaserJet Printer Family Print Media Guide)

The media is in poor condition

The printer needs cleaning

If a jam occurs, a 13.x PAPER JAM message appears on the control panel. See "Printer-message 
tables" on page 179 for detailed descriptions of the 13.x messages and the recommended actions to 
resolve the errors.

Customer print job
Ask the customer to send a print job from the problem source(s) to the problem destination(s). Try to 
recreate the jam errors by having the customer perform a paper-path test. See "Paper-path test" on 
page 213.

When verifying print jobs, make sure that all of the settings are selected according to the customer’s 
preference. Keep in mind that program settings take priority over driver settings, which take priority 
over the printer control-panel settings. If a single setting is not present in the program, but is set in the 
driver, it overrides the control-panel settings.

Note HP Web Jetadmin can override media types and sizes in certain conditions. See the HP LaserJet 9000 
Use Guide or the HP LaserJet 9040/9050 Use Guide for more information.

Clearing jams

Note Open and close all of the printer covers to clear the jam message. After removing a sheet of media, 
you might need to check other areas for the presence of other media.

All portions of a jammed piece of media must be removed, or you might experience repeated jams.

If the jam persists, try the following remedies:

If PostScript is installed, use the JAM RECOVERY=ON menu item under the PostScript Menu (the 
printer attempts to automatically recover from jams).

Perform a form feed from the computer or the printer control panel (a form feed might flush any 
media or envelopes that remain in the printer).

Make sure you have located and removed all scraps of media from inside the printer.

Clearing repeated jams

1 Check to see that media is correctly loaded in trays and that all width guides are correctly set 
(not skewed).

2 Try turning over the stack of media in the tray. If you are using letterhead media, try printing from 
a different tray.

3 Do not use previously printed media or torn, worn, or irregular media.

4 Check the media specifications. If media is outside of the recommended specifications, problems 
might occur. See the HP LaserJet Printer Family Print Media Guide.

5 The printer might be dirty. See "Internal cleaning" in chapter 4.
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Evaluate the information pages

From the printer control panel, print pages that give details about the printer and its current 
configuration. The following information pages are available:

Configuration page

• If JetDirect card is installed, a Jetdirect page is also generated.

File directory page

Usage page

File directory page

For a complete list of the printer information pages, print a menu map.

To select and print items from the information menu:

1 Press  to open the menus.

2 Use or  to scroll to INFORMATION, and then press .

3 Use or  to scroll to the appropriate information page, and then press .

Configuration page 
Use the configuration page to view current printer settings, to help troubleshoot printer problems, or 
to verify installation of accessories, such as memory (DIMMs), input and output paper-handling 
devices, and printer languages.

The content of the configuration page varies, depending on the options currently installed in the 
printer.

If any of the installed devices are not shown on the configuration page, verify that the Jet-Link cabling 
is correctly connected and functional and that DC power is available to the paper-handling devices. 
Check and reseat suspect cable connections. If any of the cables are replaced, you must cycle the 
power to have the printer recognize the device again.

Configuration page elements

A Printer information

B Event log

C Installed personalities and options

D Memory

E Security

F Paper trays and options
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Figure 124. Sample configuration page

Note If an HP Jetdirect EIO card is installed, an HP Jetdirect configuration page also prints out.
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Verify installed options 

In the installed personalities and options section on the configuration page, look for options such as 
hard disk information, DIMM types (RAM or ROM), and DIMM sizes.

Make sure that the options installed in the printer are reflected in the configuration page. If an 
installed device is not shown on the configuration page, see table 27 for recommended actions.

The paper tray and options section of the configuration page identifies two types of paper-handling 
devices that communicate or interact with the printer:

Engine DC controller-driven devices

• Duplexer

• Tray 1

Communication link devices (Jet-Link protocol)

• Input devices: Tray 4

• Output devices: Multifunction finisher, 3,000-sheet stapler/stacker, or 3,000-sheet stacker 

While the engine DC controller-driven devices draw power (24 VDC) and control signals from the 
engine, the Jet-Link devices have their own power supply and controller board.

The information from the paper handling controller is carried by the Jet-Link cables that connect the 
controller board of all the Jet-Link protocol supported devices. The Jet-Link protocol supports up to 
64 devices connected to the paper handling. Each device controller has an input or output port that 
provides flexible connections in different configurations.

Table 27.  Printer devices troubleshooting

Device Action if installed and undetected

Duplexer Print a configuration page to verify device installation.

Turn the power off, reseat the duplexer, verify that the connector is not broken, and turn 
the printer on.

If the connector is broken or if turning the printer on and off does not work, then replace 
the duplex cable and/or duplexer.

Device 1 and 2 Verify that ac power is present.

Verify that the Jet-Link cables are installed correctly.

Remove all Jet-Link connections, and visually inspect for connector damage on the cable 
pins and connector ends. Try using a different cable to connect the problem device 
directly to the paper handling controller. All Jet-Link cables are wired the same, but are 
different lengths. 

If a device is not recognized, replace the device controller or defective Jet-Link cable.

www.partshere.com



 Evaluate the information pages 

Jetdirect page 
Use the Jetdirect page to view current network settings, to help troubleshoot printer problems, or to 
verify network statistics or protocol information.

Jetdirect page elements

A HP Jetdirect configuration

B Network statistics

C Protocol information

Figure 125. Sample Jetdirect configuration page
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Supplies status page
Use the supplies status page to view current printer supply status, to help troubleshoot printer 
problems, or to verify printer information.

Supplies status page elements

A Supplies ordering information

B Cartridge information

C Other supplies information

D Printer information

Figure 126. Sample supplies status page
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Usage page  
The usage page is designed to fit into a pay-per-page (PPP) model. A reseller can configure the 
usage page with instructions for a customer to send the information back to the reseller in order to 
prepare bills.

Print a usage page from the printer control panel (or gain access to the information remotely from HP 
Web Jetadmin) to determine how many simplex or duplex pages of each media size are scanned on 
the copy module and printed on the printer. Average toner coverage is approximated by counting 
pixels. Jams are not counted. The data cannot be reset manually, and values such as total print and 
scan impressions, toner coverage, serial number, default language, and default media size are 
backed up between the printer NVRAM and hard disk.

Figure 127. Sample usage page
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File directory page 
Use the file directory page to view current directory structures, to help troubleshoot printer problems, 
or to verify storage capabilities.

File directory page elements

A Directory information

Figure 128. Sample file directory page
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