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Description 

This document covers common SATO issues and how to resolve them/what steps need to be taken. 

Required Materials 

• Gravity-provided SATO WS2 (white and blue) printer 

• Computer connected with SATO WS2 

• OEL Outreach access 

Procedure 

• My SATO is spitting out several blank labels. 

• My SATO is printing a single label over multiple labels. It does not look calibrated. 

• Names, DOB, and/or Barcode are being cut off from my labels. 

• My labels are printing very light, and accessioning cannot scan them. 

• My labels have random lines, missing info, or smudges on them. 

• I suddenly cannot print any labels on my computer that was previously working. 

• I moved my SATO to a new computer and cannot print. 

• My labels are opening in a program (possibly showing weird text) when attempting to print. 

• My labels are downloading but not printing. 

• I must manually click the downloaded labels to print them, but I want them to print 

automatically. 

• The lights on my SATO are solid orange. 

• The lights on my SATO are solid/flashing red. 

• My SATO is printing a bunch of random characters on the labels. 

• I cannot print to my SATO on my account, but other people can on the same computer. 

• My SATO is showing that it is in an error state or offline when attempting to print. 
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Situation 1: SATO is uncalibrated or printing multiple blank labels. 

Remember that the labels are supposed to face UP. The SATO should be recalibrated. To do this: 

1. Turn off the SATO, open the lid. 

2. Under the labels, right behind the wheel on the bottom half of the printer, there is a rectangular 

(blue) sensor. Slide this all the way to the left, and then slide it back to the right so that it clicks 

into place. You will see the arrow on the sensor and the triangle on the black strip between the 

wheel and sensor pointing at each other. 

3. Let a couple of labels hang out of the front and close the lid. 

4. Turn the SATO back on. 

5. Once the light turns green, hold the feed button (the button with the lights around it) until the 

lights turn 1/2 orange and 1/2 green. A few labels will spit out. 

6. Then, tap the feed button. Only one label should come out. 

If this does not work, submit an IT ticket. 

 

Situation 2: Labels are getting cut off (names or barcode). 

As a first step, follow the steps outlined in Situation 1: SATO is spitting out several blank labels. 

If this does not work, examine your label roll; if the roll has holes in between the labels, these labels are 

not compatible with the OEL Outreach label format. The labels will need to be replaced with the 

normal perforated label rolls. 

If you have the perforated roll of labels, please follow these steps: 

1. Press the Start button (Windows logo) at the bottom left of the screen. Click the Settings gear. 

2. Click Devices. Click Printers & Scanners on the sidebar. 

3. Under the Printers & Scanners section on the right side of the screen, locate the SATO WS208 

printer in the list. Select the printer and click Manage. 

4. Click Printing preferences. Click the Advanced Setup tab on the window that appears.  

5. In the Adjustment category, change the Top and Tear Off values to 0 inch.  

If you do not see any improvement, submit an IT ticket. 

NOTE: The order choices do NOT need to be visible at the bottom of the label, though the label 

does prefer that they are there. If they are cut off, that will not keep the samples from being 

accessioned; so long as the name and DOB are visible, the label will work. 
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Situation 3: Labels are very faded and are unscannable. 

As a first steps, follow the steps outlined in Situation 4: Labels have random lines going through them, or 

missing information. 

If this does not work, follow these steps: 

1. Press the Start button (Windows logo) at the bottom left of the screen. Click the Settings gear. 

2. Click Devices. Click Printers & Scanners on the sidebar. 

3. Under the Printers & Scanners section on the right side of the screen, locate the SATO WS208 

printer in the list. Select the printer and click Manage. 

4. Increase the Darkness value in increments of 2 (click apply each time) until you see any 

improvement. 

If you do not see any improvement, reset the Darkness value back to 18, and submit an IT ticket. 

 

Situation 4: Labels have random lines going through them or are missing information. 

Obtain a microfiber cloth or rubbing alcohol and rag/paper towel, and follow the below instructions: 

1. Turn off the SATO, open the lid. 

2. On the top part of the lid, wipe the green line (the printhead) with the microfiber cloth or 

rubbing alcohol and rag/paper towel. Ensure all sticky substances or stuck labels are removed 

and rubbed off the printhead. 

3. Close the lid, turn the SATO back on and attempt to print test labels. 

If you do not see any improvement, submit an IT ticket. 

 

Situation 5: Labels will not print suddenly (on same computer previously it was working on). 

Check that the downloaded labels are printing in the .lab format. If they are printing in the .bar or any 

other format, follow these steps: 

1. Log in to OEL Outreach. 

2. Click My Preferences on the left-hand sidebar. Click Application. 

3. Under the General Settings section, ensure Label Printer Type is set to Labeler, and the Label 

Printer field is blank. Click Save at the bottom right. 

4. Attempt to print labels and verify Label Printer Override on the Print Labels screen is set to 

Labeler. 
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If this does not work, follow these instructions: 

1. Press the Start button (Windows logo) at the bottom left of the screen. Begin typing “Configure 

Labeler” and click the program once it appears in the list. The icon will be a green circle with an L 

in the middle. If you do not see Labeler, submit an IT ticket. 

2. In the drop down, verify the printer is set to the SATO WS208. If not, select it, check Machine-

wide configuration, then click Save Configuration, and Print Default Test Labels. 

3. Attempt to print labels. 

If this does not work, follow the steps in Situation 7: Downloaded label files are opening in a different 

program and not printing. 

If this does not work, submit an IT ticket. 

 

Situation 6: Labels will not print after moving to new computer. 

The SATO and Labeler software will need to be installed. If you are using a Gravity-provided computer, 

you will need to submit an IT ticket for installation authorization. 

If you are on a client-owned PC, please follow the steps in the SATO WS2 installation process.  

 

Situation 7: Downloaded label files are opening in a different program and not printing. 

Ensure the files you are downloading are set to open with Labeler. To do this: 

1. Navigate to your downloads folder, and right click one of the labels if there are any. The 

Properties window will appear. 

2. Verify Opens with is set to Labeler. If not, click Change… 

3. In the menu that appears, look for Labeler. If you do not see it, scroll down to the bottom of the 

list, and click Look for another app on this PC. 

4. In the File Explorer, paste C:\Orchard\Labeler into the search bar. Click Labeler, and then click 

Open. Click Apply, and then OK. 

5. Attempt to print labels. 

If this does not work, submit an IT ticket. 

 

https://gravitydiagnostics.samanage.com/
mailto:techsupport@gravitydiagnostics.com


 

Gravity Tech Support Portal: https://gravitydiagnostics.samanage.com/ 
Gravity Tech Support Email: techsupport@gravitydiagnostics.com  

Situation 8: Labels are downloaded but not printing. 

You can click the labels in the downloads popup to manually print them. If they are not printing when 

clicking, see Situation 5: Labels will not print suddenly (on same computer previously it was working on). 

If you do not want to click the labels to manually print them, you will need to set them to print 

automatically in your browser.  

For Firefox: 

1. With Firefox open, click the menu button  and select Settings (Figure 1). 

2. Scroll down to the Applications section and locate the What should Firefox do with other files? 

prompt. Select Ask whether to open or save files (Figure 2). 

3. When going to print a label next, you will receive a prompt asking what Firefox should do with 

the file (Figure 3). Select Open with, and in the dropdown, choose Labeler (Figure 4). If you do 

not see it, click Other, and it should appear in the list (Figure 5). Check Do this automatically for 

files like this from now on and click OK (Figure 4). 

For Chrome and Edge: 

1. Click the Downloads button  at the top right of the screen. 

2. On the most recent label download, right click, and click Always open files of this type.  

If this does not work, submit an IT ticket. 

 

Situation 9: Lights on front of SATO are solid orange. 

This indicates a jam. If there is not actually a jam: 

1. Turn off the SATO, open the lid. 

2. Remove the roll of labels, roll back up, and reinsert the labels. Ensure the labels are properly 

sitting in the pegs so that the roll is not crooked.  

3. Let a few labels hang out of the printer and turn the SATO back on. 

4. Tap the feed button.  

If this doesn’t work, investigate the rubber roller at the front of the SATO on the bottom half under the 

lid. Pull or push to verify there is nothing stuck to it. 

If the lights are still solid orange after this, the sensor may be obstructed or dirty. Follow the steps in 

Situation 1: SATO is spitting out several blank labels. 

If this does not work, submit an IT ticket.  
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Situation 10: Lights on front of SATO are solid/flashing red. 

This indicates that the printer thinks the lid is open. If you have verified that the lid is fully closed: 

1. Turn off the SATO. Unplug it from power. 

2. Open the lid. Verify the blue latches on the lid are clean of any residue or dust.  

3. Wipe the entire inside of the SATO with an alcohol wipe, or a rag/paper towel and rubbing 

alcohol. Flip upside down and lightly shake to get any debris or dust out. 

4. Close the lid. Firmly push down on it to make sure it snaps into place. 

5. Plug the SATO into power. Turn it back on. 

6. Once the light turns green, tap the feed button, and see if any labels come out. 

If the light turns red again, submit an IT ticket. If it turns orange or prints several blank labels, follow the 

appropriate situation’s instructions above. 

 

Situation 11: Random characters/symbols printing on labels. 

1. Unplug the printer from the computer, and plug it back in.  

2. If you are using a tablet, unplug the printer from the USB-C hub, unplug the USB-C hub from the 

tablet. 

3. Plug the USB-C hub back into the tablet, and the printer back into the USB-C hub. Attempt to 

reprint. 

If you are still seeing random characters, submit an IT ticket so the printer drivers can be reinstalled.   

 

Situation 12: Printer offline or in error state. 

Verify that the printer is on and that the light is green. If it is any other color, please follow the 

appropriate situation’s steps above. If it is green, follow the steps in Situation 11: Random 

characters/symbols printing on labels. 

If this doesn’t work, submit an IT ticket. 
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OEL Preferences > Application 
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